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FOREWORD 



This decuiant was devalopsd by ths Dtpartment of Adult Education, Montgomsry County Public Schools un 
Maryland State Plan for Vocfltlonal-Technicai Iducatlon to provide adult education materials in thg ar 
sad Offica Education. 

Many Buslntsi Education teachers of the Departrent of Adult Education j Montgoitry County Fublic SehoD 
axetilent suggeitlons and reconmendatlons for this course guide, Special recognition should be |ivia 
lowing adult education teachers who worked on the guide: 



Marjorii Camiarota 
Louise Ftrreras 
Suzanne Fishill 
. Mary Wykes 

Spiclal appreciation is glvin to Norma C. Day, Dirtctor, Departnent of Adult Education and Sara Fasco! 
cation Specialist* 
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r, FOMWORD 

by the Depirttttnt of Adult Education, Montgone^ County Public Schools under tha FY 1974 
Scatlonal-Ttehnleal Education to provide adult education materials In the area of Business 

I. ■ 

V:-' 
Ir. 

Iiehirs of the Dapartiiint of Adult Education^ Montgomery County PubliQ Sahools, offtrtd 
pEseoamindatloni for this course |ulda, Spaclal recognition should be glvin to tht fol-^ 
iQhars who worked on the guide! 

V 

I Marjorie Catmarota 

[ Loulia Ferrerai 

I Suzanni Flshall 

[ Mary ^tykes 

t 

|Lvin to Noraa C, Day, Director, Department of Adult Education and Sara Pascoi, Mult Edu- 
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POINT OF VIEW 



Mult itudents in Business mi Offlci Education are praiantly provided with coursas in Typawritini 
kiipin|/AccountlJi|i Offici Practlcej and othar tradltionil offirin|i* 

Thli eoursi guldii OFFICE UPDATEi Is designed to aiiiat tiaehars to bitter prepare adults seeking 
offles geeupations by piovlding thim with units in eareir opportunltlaSi conmunlcations, job appli 
irt skilli, uii of of flea machinis, and soma "plus factors" nstdid for suecasiful aiploymint. 

All raquiSts far information regarding thesa materials should be forwarded In writln| to lit, Thoia 
clallst in Businase and Offloi Education, MSDE/DVTE, Box 8717^ B-WI Airport, Baltlmori, W 21 



POINT OF VIEW 



aiSs an.i Of flee Education are preiantly prdvided with coursis in Typewriting, Shorthand, Book- 
tiei PrietieSj mi ether traditional offtrings. 

ICE OTDATli Is deslpsd to assist tiachers to better prepare adults seeking emplopient in 
pfsvlding thtm with units In career opportunities , communications , job applications i iMgr.eige 
iet Mehlnss, and aomi "plus factors" needed for successful effiployment. 

Bfltloa regardlni theie materlala should be forwardid in writing to Mr. Thomas E, Millir, Spe- 
i4;0f£lce Edueatlon, MSDl/DVTE, P.O, Box 8717, B«WI Mrporc, Baltiraore, MD 21240. 
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CAREER OPPORTUNITIES IN BUSINESS 
TIP: 2 hours 



Thia unit Is designed to tKpIore career oppertunitiis as well as tha atudents' own person, 
tlotti and goili for an occupation in business, particularly in the |eneral clerical, typing, and secri 



OBJECTlVESi The s:;udenc will be able to: 

1. Rank the job livels in leneral clerical, typing, and secretarial occupations, 

2. DesMlbe the job riquirefflsnts and duties of the specific oc^upatlbns in pneral clerical, ty| 
sicretarial fields, including wages, hours, working conditions, educational, and personal mi 

3. Choosa a job or jobs for which they feel tney art best suited and risearch it in terras of cai 
tunitiis, educational requiremints , wages, hours, and working conditions, > 

4. Idintify the job market withir 'heir araa by poolin| Information from newspaper want ads, mi 
aginclas, builngss and industrial sectors, and the federal Civil Service Commission. i 

1 

5. Identify tha student's personal occupational needs in choosln| a job such as time schedules,! 
returning to work, benefits, salariis, and the other conmitments, j 

1 

I 

1 
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CAREER OPPORTUNITIES IN BUSINESS 
TIME^ 2 hours 



iiSiped to sxplore carear opportunities as well as the studetits' ovni personal quallflta- 
mpatlon In buslnissi particularly in the leneral clerital, typin|, and secretarial araaa. 

fill be abli to: 

lis In gimiral clerical, typing, and secritarlal accupations. 

i /requirements and duties of the specific occupations in gineral clerical, typing, and 
is I Including waits, hours, worklni conditions, educational, and personal requirsments. 

jpbs for which they fail they are beat suited and research it in terms of carier oppor- 
tonal rtqulrements , wages, hours, and working conditions. 

ttarket within their area by poolini information from newapaper want ads, employment 
It ani Industrial itctors, and the federal Civil Service Comiiission, 

iint'i personal occupational needs in choosing a job such as tima schedulis, reasons for 
I, btntflts, salaries, and the other conmiitments. 



mBl OPPORTUNITIES IN BUSINISS 
TqdIc 



AetlvltiiS 



Ii Career Opportunltlis 
- A. . General Clerleal 

i 

li Addrtssing Echini Operator 
2i Cishiers 

3. Corrispondinei Clerki 

4. Duplieatlng'^Machlnes Opirator 

5. nie Clerk 

6. General Clerical 

7. Mail Clerk 

8. Mil Preparing and Ml 
Handling Machine Optritor 

9. Of flee Duplicating Operator 
10 i Office ifaehines Operator 

11, Telephons Switchboard Operator 

12, Perionnel Cltrks 

13, Ri_eip,ti©niit*Giniral 

14, isi'^'tionlst-Medical 

15, RiCSptlQnlst-PBX Switchboard 
Opirator 

16, Teliphena Aniwirlng Service 
Operator 

17, Ttlephona Solleitor 

18, Tilephoni Switchboard Opirator 

19, TiiliES 



Discuss the job rtquiriinents 
and the job description of the 
jobs liitid in Appendix k, Have 
studints describe the requlri^ 
ments and duties of various 
jobi thiy have held in the past. 

Have studints choosi the job or 
jobs that interest thim md for 
which thiy fetl thty ari I'sst 
quail f lid i Have studanti re*- 
siarch thesi jobs in tirna of 
carisr opportunltlis i iduca- 
tional requiraments, wages, 
hours and working conditlQni, 



B, Typing 



1, Automatie '^piwrltir Opirator 

2, Clsrk Typist 

3, Por^ Typist 

4, Mail Prtparing and Mail Handling 
Opirator , 

5, Statistical Typlit 

6, Stencil ^plst 

h Tiltgraphic Typewritsr Operator 




Opgf ator 



feints Operator 



l^Voaifd Oparator 




Aetlyltlii 

Bl§eu§§ the Job fiqulriminti 
ffid the job diSCflptlon of Chi 
jobs listed in Appendix A* Have 
studenti deserlba the require^ 
mtnti and duties of varipue 
Jobs they have held In tha past. 

Have gtudents choose the job or 
jobs that Intereit them ^d for 
which they ftel they are best 
qualified i Have students re-^ 
sear eh thai a jobs in tarmi of 
Gartif opportunities I eduea- 
tional requir^ants^ ^agaii 
fi ^d working aonditionsi 



IjiS. Dapartment of Labor i 
Oeeupatlonal Outlopk H^Ldbjok 
Bureau of Labor Itatisties. 
1972-73 Edition^ Waihingtonj 

See AppendiK A« 



Mdrawi, Margarit* The Job 
You Want , Opportunity Raoeks 
Serlii, New Yorki Gragg/ 
MeGraw-Hill Publishing Company, 
1968, 



plcal 
isk Switehboard 



living Sif^ee 



tfcltor — - - 

iehbeard Oparator 



Activltiis 



S, Ttiaswiblng Maehlne Opirator 

9i Typist 

iO, ViEltypiit 

Ci Stinegfaphy 

1. Administritive Sieritary 

2, Clsrk Stanographir 
3t foeeutlve ieeritary 
4, JuBier Sicrstary 

' Si Ligal Sscritt^' 

6i MidlGBl Secireta^ 



8 I Sinlor Siefitary 
9. Stinegraphar 
10, TichniGal Secritary 



II, Ihs Job Harket 

A, Suplopint Agineiii-Prlvati and Dtsfiuss the job market in rsla- 



Sicrstiry 



Mile 




GlaBSlflid Mvtrtisaments 



womtn in the work force, md 
ffliddli-aged and eldir worktrs. 



Dlrset Inquiry 



Civil Serviee tanounetnints 



Have studtnti pool spscific In^^ 
formation from newapapir wfflt 
ads I business and Industrial 



III, Cheoslni i Job to fit Your Needs 



Loeal Govirnment 'tonounciments 



seetors, state md prlvati mr 
ploymint agsncies, ths federal 
.Civil Sirvice Comlssion con- 
cirnlng job requirimenti, sal^ 
aries, working conditlonij etc., 
in order to Isam which jobs are 



At Part-tine vs, Full-time 



B. 



Loeatlon 



Activities 



Rsioureas 



^ei, Nell Bral^r, 
Aa A Sseretary. Hlghwood, Ill.i 
Career World Book Sgrvice, |1,95 
pit copy. 



and 



lUQGeiMntr" 



Needs 



Dlieuss the job mirkat in rtla- 
Cion to part-time employmtnti 
Wpfflsn in the work force | and 
middle-aged and oldir workers. 

Hive students pool sptelflc ln« 
forsatlon from niwspaper want 
ads, buslniss and industrial 



Sictora, stati and private em- 
ployment aginelis , the federal 
Civil Strvlee Conffllision cen- 
eernlng job requirements, sal- 
aries, working conditions , etc, 
in order to learn which jobs ate 



Lpi "Job Opportunities 
Now-Group I," SVI Society for 
Visual Education, Inc., Chicago, 
111. 60614 

Filffli Opportunities in n ipr<pai 
Work , Buslniss Iducmtlon Iilms7 
Brooklyn, N.Y, 11204 




CASIER OPPORTUNITIES IN BUSINESS 



Topic 
D* frlngi Btniflts 
E* Opportunltlii for Promotion 
P* Other FacEors 



Activitiai 



raadily availabli within their arta* 



Discusi the fuli-tlmti part-time 
options j opportunities for pro- 
motion, and Qthtr faGtors which 
may influence a job or "aritr 
choice* 
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Aetlvlties 



rtadily avallabli within thsir aria* 

Dlieusi the full^tlaiti part^tlmi 
optlDni, opportunltlii for pro- 
motion t and other faetori which 
my influinca a job or carsir 
ehoioi * 



GOJmiCATIONS miT 
Timil 4 hours 

?irt I - FIRST DOOR TO YOUR BUSINESS 

ITATimri This unit will emphasizi the importanci of sffictlva comunicitloni to aucciis in thi but. 
Thi studint will be Mda iwari of eomunlcatloni barriers md ways in which thijr ean bi avoldid, 

OBJECTITOSj The scudint will be ablt to: 

1. Analyzi thg coiinunlcationi prociiB by the inajor cemponinti, 

2. Intirviaw aiathir nefflber of the class. 

3. Name various ways pioplt conmunleati, 

4. Idintify eomunieatlon through body languap. 

5. Lilt riaseni for coflnnuniGatlons. 

6. List soma ingredients that shape our pirsonal languagi, 

7. Name some barrlari to iffectlvt communication, 

8. Name somg ways the sender and reciivir can avoid eoBniunleation barriers, 

9. Discfibt the difference bstween infirenci and fact, 

10, Be able to apply thi four ustful quistlonsi who siid so?, what did he lay?, what did he mean 
doeg hi know? 

11, Partlcipati as m activf mgnijgr of a group diseusslon* 

12, Oive a short (one fflinuti) ixtemporaneDus talk on a topic of mttmt Interist, 
13i M^i an iffictlve Introduetlon of inothir person , 

14i Brief ths executive, 



COMJNICATIONS UNIT 



■ Tima: 4 houri 

itJSINlSS 



-^^^ the iinportanee of ef|eetlve cemunications to succiss in the builntss world, 
»|df eaiBiiunleatloai bafritrs and ways In which they can bi avoidid. 



i^be able £01 

ft'"- ■■ ■ ■ " ■ 
m ■ . 

|atloni pfoeass by tht majot componenta, 

iibeF of the clasg. 

»- 

- - - . 
[Sn through body language. 



^^that shaps our pirsonal languaie. 
fo tffietlve COTmunication. 

if* ; ■' 

iiadar md reetlvar eaa avoid eo^nlcatlon barflirs, 

iee bitwein inferinea and fact. 

i: . " """" 

|four uaeful questions I said so?, what ^ did hg say?, what did he mem?, ind how 



tive meifeir of a group discussion , 

ft" 

ttutg; iKten^oraneous talk on a topic of current Interest, 
Croduetloa of gngther person, 



GOiifraiGATlOM UNIT - First Door To Your Businiss 
Topic 

It first Door To Your Business 
A. Whit is Comunication? 



ii Missagi Sourct-Sindir 
2« Languagi or Form of 

Transml§iion 
3 1 Distination-^RiGiiver 

How Wi Comunicata 

1# Visual By^ols 

2. Or^ Sysboli 

3. PhyslGil Toueh 

4. Gtsturi^ Posturs 



Aetivitiis 



Have pairs of studenti Intarvliw each 
othar for flva mlnutiSj than Intro- 
duci parson intarviawid to claii with 
as inany Intirsstlng facti as thay cm 
In a Qne^mlnute period # 



Ri 



Usa Compaycn cnackliit to avaluate 


Silf-Evaluati 


eomunication skllle, (Saa Appan= 


T-- J - \t ■ - 

Improving Your 


dlx Bi) 


Skills* Marin 




fornla: Gompg 




1970. pp. 1-2 


Usi fratiiti *-How Much Do You Com- 


From 9 to 5j 1 


muniaate^'* (See Appindlx B*) 


WETA/Channal 2 




D.C. p, 4, i 


For discussion of body lingui|ij 




tiachtr could find approprlati 


Fabun, Don. C 


pictures to project with VuGraph 


The Tranifar d 


or hold up or pass around to 


Bevirly Hills:; 


class i 


1968. PubiisH 




Aluminum and C 


Discuss Items of topic outlina 


tlon. 1 


using brainstorming wheraver 


1 

1 


posslblej iiking studenti to 


Fist| Julius t 


nimi ways wa communlcitii ideas 


Niw Yorki M. 


of why we coinmunlGatii barrlsrs 


Inc-i 1975. 


to comunlQgtloni itc# as a 




taacher or studant wrltis on 




board. 
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rist Doer To Your Buiiniss 



Aetlvltiis 



Risourcei 



Havi pairs of itudents interviaw aach 
ofthtr far flvi minutes, then Intro^ 
duct pirson IntirvliWid to class with 
ii many intiristing faete as they cai 
In a Qnt-^minute period. 



Usi Compsyoh chackllst to t 
conmunlcatlon iklilsi (See 
dlK B,) 



ata 
an* 



Usi Pritist, --How Much Do You Cem- 
munlcati?" (Sat Appendix B*) 

For dlsGutiion of body languagt, 
tiaehar could find approprlati 
pictures to project with VuGraph 
Of hold up or pass around to 
claiSi 

Dlscusi Itemi of topic outline 
uilng brainstorming wharever 
posslblep asking students to 
tim% ways we coTOunlcatti Idias 
of why wa comunlcatij barriers 
to conmmiicatloni etc, as a 
taacher or student writes on 
board. 



"Sell-Evaluation Checklist*-' 
Improving Your Conmunlcatlon 
Skills r~ Marina del My, Call- 
fomlai 
1970. pp 



§ych Systems, Inc«i 
1-2, 



Froffl 9 to 5i Studint Workbogk * 



WETA/Channel 26* 
D.C. p. 4, 



Washington | 



Fabun, Don* CoronunieatiQns i 
The Transfer of Meaning , 
Itverly Hills i Glencoe PriSSj 
1968, Published by Kaiser 
Aluffllnum md Chemical Corpora* 
tloni 



Flit 5 Julius, liody L^guaga i 
Nsw York I M, Evans and Company i 
Inc., 1975. 



6 
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COMieATlOH pi . Flfit Door to Your Busini, 



Si 



Topic • 

Ci Why We Comunleate 
li AttgQtlon 

It Uadif standing of what la 

expegted of us 
3i Gain acsiptsice 
4. To brlni about action, 

eofflplianee with Instructioni 



Activities 
Show film, mymn Creatsa. 



Filffl? Wiy Man Cri 
Fllma (Rental) P,C 
Santa Monicai Call 
purchasid from Kal 
Oakland, Calif. 



Di Birriifi to Coifflunieatlons 

1. Individual ij^irlinGi 
2i Lack ef intgfist and/sr 

Imowiidge 
3. leer pfiSintaclon (visual 

4i failuri to Intarpret fatd- 
back 

5. Attitudia and prijudlcis 
6i Word ffiianings, eennQtations 
7. .Poorly priparid approach 
8^. Wordlniss, J argon ^ goobledy- 
gook 

9. Poof llatinlng and reading 



After dlieuislon of conmunlca^ 
tlon barrlarsj have class briak 
up into iroups and eonipleti ex- 
erciie - ''Barriers To Oral 
(Aural) CoffiBunication and How 
To Ovircome Thsm." (Sgi Appin- 
dix B.) Havi a "report baek" 
sisslon, conblnlng Ideai after 
20 minutii in smaller groups 
or have each group tiki a cir- 
taln nuinber of Iteas and shara 
thalr thoughts in rEport-back 
session. 



From 9 to 5 . Stude: 
TOlTAy Channel 26. ■ 



10, Crossid traisaetions 
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Youv Buslnesi 



Aetlvltlea 
Show film, Why Man Createa . 



Reagurees 

Film: Why ^hn Creates t Pyramid 
film ("Rintal) P.O. Box 1048, 
Santa Monica, Calif. 90406, or 
purchase J fron Kaiser Aluminum, 
Oakland, Calif, 



ual 

ii 

tlons 
bledy- 



Aftet dis cuss ion of eoMtunlci- 
tion barrlirs, htva class break 
up into groupg and co^lits ex- 
irclse - "Barriers To Oral 
(Aural) Conmunlcacion and How 
To Ovarcoins Them," (Sit Appen- 
dix B.) Have a "report back" 
Siisioni combining ideas after 
20 ffllnutei In smailer groups 
or have taeh group taks a cir- 
tain nunier of items and eh are 
their thoughts in rsport*-back 
session. 



From 9 to 5 . Student Workbook . 
WETA/ Channel 26. pp.T6-17, 



7 



24 



COlWaNICAtlON UNIT - Flrat Dpor To Your BuilntiS 



Tople Activities M 

Ei Hew Ssndir Qm Avoid Communication Glvi quig^ "H^ Miich Do You Infir?"j From 9 to 5. 

Bgrrlirs and dlaeuss answtrs, (Sia Appin- WETA/Channil 

dl3C B.) D,C,^ p. 5i 

1, Priparg tha appreaGh 

Have One-Way and Two-Way Comunlca- From 9 to J j ' 

2» Explain what you Man tion axarcisss and dlg^uss dlffar^ cusiion Laada 

anci of rgsponsi whan faadback Is Channil 26 j p 
3* Llitan for undirstanding allowad, (Sit Appendix B*) 

4. Verify by fiedback 

Ft How Reealvar Can Aveld CoOEQunlca= Forasts Rapio 

tion Barriers graphic^ Stiidy 

GraanfialdVM 

L "Who said It?" (Don 4 Roli play in small groups various Beta Cofflpany/ 

accapt "they" or '1 wai typicil of flea comunicatlon sit- 

told") nations and dlseuss affectlvanass "CoMiunleitln 

2, '^at did hi say?" of Gbmunicatlon and how communlca- Improving You 
3* "What did he ffltan?" tion might ha Improvtd, (Saa Ap- SElls . Marl: 
4. "How did hi know?" pandix B - Communicating For Ri= ifornlai Com: 

a) Is hi m ixpart? suits.) pp. 11-13, 

b) li it fact or infaranca? 
g) What wari his souress 

of InformatiQn? 

6i How to Partlcipati in a Group toalyie group discussion tich- "Whin a Saerai 

Dlseusslon niquiSi Iraak olasi into saviril Up and Talkt" 

groupi. Give topic for dis-- vata Sacratar: 

cusslon; have aach iroup appoint Saci llj Novi: 

a liader and a Sicritaryj carry This is publli 

on dlicuiilon for flftean mlnutis, of Buiinais Pi 

then have secretary from aach Watirford, Coi 
group report back rasults of iroup 



discussion, analyzing participation i 
diclslonsi atCi 
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To Your Buslnasg 



CoiaffluQlcatloii 



ndlng 



Activltiig 

Glvi quii, "How. Much Do You Infer?", 
and discuss answers. (Set Appen- 
dix B.) 

Have. One-way and Two-Way Commnlea- 
tloft txercisis and dlseuis dlfftr- 
ence of response whtn fiidback is 
allowtd* (Sti Appindix B.) 



R§sgurces 

From 9 to 5 . Student Werkboekf 
WETA/Channil 26, Washlniton, 
D.C., p. 3. 

From 9 to 5 . Wgrkshgp and Dls" 
cusslon Letder'g Guide , 
isl 26j p. 14V " 



Gdmuhlca- 



waa 



fefanci? 
purees 



Role play in small groups various 
typletl office conmunleation sit- 
uations and discuss iffectlveneis 
of cbramunieation and how cofflmunica- 
tlon might be Improved. (Sii Ap- 
pendix B - Comunicating For Re- 
sults.) 



Forests Raymond P, A Serlpto- 
graphle Study Ahout SiaMtieS t 
Greinfiild, Mass.i aianning~L, 
Bete Companyj Inc., 1969, p. 2, 

"Comunlcatlng for Risulti." 
Imprgvlng Your Corounlsatlonfl 
Skills / Marina del Riy, Gil- 
Iforniai Compayeh Systems ^ 
pp, 11-13. 



Analyie group discuss ion tech- 
niques . Brtak class into sftveral 
groups. Give topic for dis- 
cussion | have each group appoint 
a leader and a sicretiry, carry 
on discuiiion for flf^iin mlnutei, 
thin have secritary from each 
group report back results of group 
dlicusslonj analyEing partlelpation, 
decisions j etc, 



"When a Secrttary Has to Git 
Up and Talk." P.S, for Pri- 
v ate Secretaries . Vol, 26, 
See. Tl, Nov, 1?63, pp. 32-39. 
This is published by the Bureau 
of Business Practice at 
Waterford, Connecticut. 
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COMMUNICATION UNIT - First Door To Your Business 



Topic 



H. How to Give a Short, Informal 
Extemporaneous Talk 



Activities 



Have members of class discuss 
elements of effective spiaking; 
have them draw a topic and glvi 
a one-minute extemporanious talk; 
ask other students for conments 
about effectiveness of talks. 
Suggest written conmtnts. 



ResoAe 



Sonde! , Bess. ^ 
New York: Bamis 
1968. Mci $L2 



1. How to Brief the Executive 



Discuss importance of preparing 
to brief the executive; istab- 
lishing priorities; asking for 
actiGM- required, etc. (See 
Appendix B-"Brlefing thi Bcsc- 
utive".) Give students somi 
sample situations and have them 
role play a bosa/subordlnite 
briefing situation for three 
minutes. Discuss. 



Morgan, Sylvia, ' 
Ixseutive," U,g.- 
Coifflsisslon ii Com 
Office Skllli Tf aj 
Waihington, D.Ci i 



i§s 



Mtlvitlea 



Havi^msmbirs of claas dlfcuss 
elements of effectivt sptakin|| 
have thim draw a topic and give 
a oni^ffilnuta extamporanious talk; 
ask othtr studinta for canmints 
about effeetivenegi of tilks. 
Suggest written coflmentSi 



Res pure ss 

Sonde! , BsiSi Everyday Speech . 
New York I Baniei & Nobli, Inc., 
1968, Prici $1.25, 



Dlseuii importance of preparing 
to briif the ixicutivei tstab^ 
llshlng priorities; asking for 
actions required, etc, (See 
Appendix B-"Briif ing the acec- 
utlvi",) Give students some 
s^ple situations and havt them 
role play a boig/iubordinate 
briefing situation for thrie 
mlnutei, Discuss. 



Morgaa, Sylvia. "Briefing the 
Execuclvi." yj. Civil Service 
Comnlgsio n. Comunleatlons and 
Office Skills Training Genttr, 
Washington , D.G, 20415 



FRir 
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CO>MUNICATIONS UNIT 



Tifflii 3 hours 



Part II - SECOND DOOR TO YOUR BUSINESS 

STATHOTi This unit eevsra the importance ef courteous and efficient tilenhoni comunications i 
opiratlon of a buslniss offlci, 

OBJECTIVES; Thi itudsnt will be able to- 

1, Danonstrata through role playing or volci rtcording i pleasant and courteous ttliphone i 

2, Malygi problem arias In the use of tht tsliphone. 

3, Apply proper techniques in laklng and receivlni buslniss calls, 

4* Undsf stand the mechanics of ths tilephoni, operate special telfphone equipment, and appl 
proeiduris in ths placefflint of long distance calls, including coUecc calls, cridit card 
ferinci esUi, and wide aria telaphoni isrvlct (WATS), ; 



10 
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%■ COMJNICATIONS UNIT 

■ ■ 

TlmiS 3 hours 

TO YOUR BUSINESS 

f.feovsri the importance of Gourteous and efficient tilaphona conmunlcatlons for the sf factiva 
^^f a bu§lna§§ off let. 

mt will be able toi 

ihfough role pliying or volea racordlng a pleasint and eourtious talaphoni ipaaklng volci, 

Lim areas In thi ust of the calephoni. 

|tichnlquai In making and raeelvin| business calls. 

it B^chsniss of the telgphgna, opirata special tilaphona equipment, ind apply racommgndad 
i;thi plaetmsnt of long dlstanca eallij including eellect calls, oradlt card calls , con- 
ii and wldi arta tiliphont iiryica (HATS), 
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mCAIION OKn * Second Door To Your Business 



Topie 

Tha Sicond Door To Your Juslnssa 
Ai Tiliphoni PirsonaUty 

L Voiet 

2, Spggch 

3* Vocabulary 

4. Attitude 



Aetivities 

Obtain booklets from C & P 
Tilephoni Compaiiy and dis- 
tribute to class. 

Discuss with students the char** 
actirlstlcs of a pleasini tela- 
phone personality and thi iipor- 
tanee of ttlephone courtesy, 
Consldgr theii queitlonsi What 
factors contribute to the success 
of business calls? How is cour- 
tesy expressed over the tali- 
phone? What qualitlis are pre- 
sent in a "good telephone par- 
sgnallty?" 

Coipare face-to-face and voica- 
to-voice converiations. Using 
tape recordar, have studenti 
practice voice recording exer- 
cises to aialyie and Impreve 
spiaklng voice, Evaluate 
through class dlicussion. (Ses 
Appendix B.) 



Suggested films to show froi C ^ P 
Tilephone Coinpanyi How To Lose Your 
Beet Customer ^ Wltheut Really Try ^ 
inp; A Manner of Speaking ; ^a Voice 
of Your Busineis . 
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Resoure 

Booklets publlshfif 
Telephont Cempiny 

Your Telephone 

Telephone Talk 

You and Your Ti 

The Seeretary i 
phone 

How To Use Ygui 
Telephone 

Teletralnlng For I 
Studies . Teachir' 
lean Telephone mi 
Cofflpanyj 1965. 

Films i Educator's 
Free Films by fhi 
and Potoniac Telsph 
Baltimore, Marylan 

For idditlonal fra 
contact J 

Mis Manda L, & 
Public Relations; 
C S( P Tilephoni ■ 
Sun Life Buildln; 
Baltimore I Maryli 

Phone I (301) 3! 



1 

s 

] 

I 

\ 

I 



Mas 



Aetivltlei 

Obtain booklets from C & P 
Telephone Company and dls* 
tribute to class. 

Discuss with studints the char- 
acteristics of a pleasing tele- 
phone personality and the impor- 
tanee of tilephone courteay. 
Consider these qutstionsi What 
factors contribute to the success 
of business calls? How Is cour- 
tesy expressed over the tele- 
phone? What qualities are pre- 
sent in a "good tilephone per- 
sonality?" 

CoBpare £ace-to«face and volce- 
to-volce conversations. Uaing 
tape rtEorderj have students 
practice voice recording exeri- 
cisii to analyze and improve 
speaking voici. Evaluate 
throu^ elass discussion, (See 
Appendix B,) 

Su||estid iilns to show from C S P 
Telephone Company- How To Lose Your 
Best Cugtot^er - Without Really Try- 
ln£| A ftoner c' Speaking i The Voice 
of Your Buafnpiis. ~ 



Reaeureea 

Booklets publiihed by C F 
Telephone Corapanyi 

Your Telephone PersonaHty 

Telephone Talk 

You and Your Telephong 

The Secretary and The Tele^ 
phone 

How To Use Your Multi-Button 
Telephone 

Teletralnlng For Buslneis 
Studies , feacher's Guide, Aoer- 
lean Telephone and Telegraph 
Company J 1965. 



nimt Educator's indeK of 
Free mms by The Chesapeake 
and Potomac Telephone Company, 
Baltimore, Maryland 21201 

For additional free materials 
contact; 

Miss itaianda L, Boiman 
Public Relations Supervisor 
C ^ P Telephone Conpany 
Sun Life Building 
Baltimore i tfaryland 21201 
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Phone I (301) 393-8404 



COMMUNICATION UNIT - Sicond Doar To ' jui Businesa 



Topic 

B, Ifeahanics of the Tilephoni 

li Propir holdini of t^iliphoni 

2, Sinsltlvlty of cf.liphona to 
ixtraneoui nellies 

3. Diiilag eorractly 

4i Dipriiilng buttoni propirly 

C, Spicial Talipheni Iqulpmint 
li MuUi-butEon tiliphone 

2. Call diriotor 

3. Spaikirphont 

4. AutQmatlc dialing tiliphones 

a) Card dlalir 

b) Hagicall 

c) CaU»a=^matic 



Activltlas 

Diicusi with studants and dem^ 
onstrate the correet uss of thi 
Ciliphoni Inscruiint. 



Briifly diicuas with studsnta 
the various kinds of talaphoni 
squipmint coffinonly usad in busl-' 
nasi off lets noting tha advan- 
tagii of aacht Refer to text- 
book illustrations for various 
eximplei . 

If convaniantj visit a eehool or 
buiinsss offics to ati damonitra^ 
tion of tiliphona iquipmint, Usi 
handout; How to Use Your Multi- 
button Talaphoni ^ C ^ ? Tela- 
phona Co* 
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eond Ddor to Your Buslnids 



Actlvltlis 



Regourcig 



i Teliphong 

ing of tilgphone 

^©f tiliphont to 
eg 



Diicuss with studants and dem^ 
onstrtti the corract use of thg 
teliphonB Initrumintp 



buttoBS prDpgrly 



Eli ^ulpiint 
& telephont 



Lillng 

llgf 

L 



ones 



Briafly diicusa with studinti 
the vgrlQUi klndi of tiltphoni 
aquipmsnt comonly usid in buii^ 
nesi officii noting the idvin^ 
tages of aaehi Refar to text- 
book illustritions for varlQus 
examplai * 

If conviniantj visit a school or 
buiineii office to set dimonatra^ 
tlon of taliphona equlpmgnti Uig 
handout i Hgw to Use YouT^Multi* 
buttonjreliphons ^ C & f Tela^ 
phone COi 



Rifir to Units Ini 

Mithan, J^as , at al , 
Saeratarial Ofllee PrQesdurss . 
8th id. CincinnatiV South- 
Wiitam Publishing Company i 
1972. Unit 9, pp* 309-316. 

Fries, Albart et al. 

Appliad Saeratarigl ProeAdurig * 
7th gd* Naw York I Gregg and 
Comunity Colliga Division ^ 
McGraw-Hill Book Company, 1974. 
Unit 4i ppi 50-68, 

Gregg i John R. ^ it al, Applied 
Secratariftl Fraccige i 6th id* 
New York I Grtgg Division j 
McGraw=Hill Book Company, 1968, 
Unit 10, pp. 223-249'. 
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COmiCATION UNIT - Saeond Door To Your Busines 



epic 



D. Ttlephohi Tachnlques 
L Ine^ng calls 

a) Priparlng to rtcelve calls 

b) Answiring promptly 

e) Idintifyini yourself 

d) Being helpful to caUir 
i) Sereenlng calls 

f) Taking mesaaiss correctly 

g) Leaving and riturnlng to 
the lint 

h) Transfarring calls 
1) Following through 



Activities 

Prttisti Are you Phonogenic? (See 
Appindlx B.) This test is a good 
mians of alerting class to lany 
irias to be discusstd undtr this 
topic, Instructor will help class 
inalyza problem arias by goinf over 
test and using it as a basis for 
discusilon« 

Discuss with students th@ various 
technlquis that are easantial in 
handling courteous and iffleient 
telephoni comunlcations , Include 
Identification phrase when an- 
swirlng phone, devilopini infor- 
Mtion, leaving and rtturning to 
the line, avoiding lingthy wait- 
ln| periods, takini messages 
corrictly, ani screenlni eaUs, 
Distribute a siQpla mgssage pad, 
Have students practice taklni mes- 
sages during role playing situa- 
tions. Read back for clarifica- 



Rssoufi 



Give itudents problem situations 
to analyit. Discuss, (See 
Appendix B.) 



Heehan, Janas H. 
Clerical Office 
Sth ed. Cinelnn 
Westem Publishi 
1973. Unit 9, p 

Woodwird, Theoda 
General Office F 
for CoUe^ea . 6t 
Cincinnati: Ssn 
fubllshlng Compa 
Unit 10, pp. 99- 

FroB 9 to S - m 
producid by Iffil^ 
In coepiratlon wi 
Service ComlBslj 
ton, D.C, 1968.1 

Telephone Teehnli 
^fenualV U»S. Civ: 
Conmigiion, Burii 
Comunlcatlon an( 
Skills Training 
Washington, D.C. 
pp. 19, 20, 34, 
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m To Your Buslaaaa 



Activities 



RasourciS 



leiivi calls 



Ufa elf 
to caller 
S 

I eorrectly 
feurnlng Co 

lUs 
igh 



Prstisti Ati you Phonogenic! (See 
Appendix B.) This test Is a good 
means of alartlng class to nany 
arias to be discussed undar this 
toplei Instfuetor will hilp class 
fflalyze problem areas by |olng ovsr 
test and using It as a basis for 
discussion, 

Dlseuii with students the various 
teehniques that ar« asssntlal in 
handling courteous and efficlant 
telgphone eomaunicatlens . Include 
identification phrase when an- 
swering phone, deviioping infor- 
ffiation, Itaving and rttumlng to 
Che lint, avoldini lengthy wait- 
ing periods, taking nessages 
eorrectly, and screening calls* 
Distribute a s^ple message pad. 
Have studtnti practlcg takin| nes- 
aages during role playing iltua- 
tlons. Read back for clarifica- 



GiVi students problgn situations 
to analyii. Dlscuii, (Sei 
Appendix fii) 



Meihan, Jamis R. , et al . 
Clirieal Office Proeedures . 
5th %A, Cincinnati 1 South- 
Westirn Publishing Company , 
1973. Unit 9, pp, 302-337. 

Woodward, rhiodori, et al . 
General Offlci Procedures 
for Colleges . 6th ed, 
Clnclnnitli South-Wistirn 
Publishing Company J 1972. 
Unit 10, pp. 99-107, 

From 9 to 5 - Student Workbook 
producid by WETA/Channell6 
In cooperation with Uii, Civil 
Strvlct CoBffliissiQn, Washing- 
ton, D.G. , 1968, pp, 18-19, 



Telephone Teehniques . itudent 



lal, U.S. Civil Service 
Conmisslon, Bureau of Training, 
Connunleatlon and Office 
Skills Training Cinter, 
Washington, D.C. 2041S. 
pp. 19, 20, 34, 37-40. 
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COmilWTION UNIT - Saeond Door To Your Euainisi 



Topic 



2. Outgoing Cills 

a) Plmning the call 



Activities 

Role Playt Aisign role-^playing 
iitustioni or hava students da- 
valop their own based on experi^ 
anciii (Set Appindix 8*) 
class to discuss and avaluate the 
techniques and courtesy raprasantid 
in each skit. Video tape if pos= 
iiblis ^cellint way to avaluatit 

Discuss with students basic points 
to consider when planning and placing 
i calli 



Assign axercisis in using talaphona 
dirtctoryj i.a,, finding area codas ^ 
timt EOnaSj addrassesj emergency 
numbirii infonnation In yellow 
pages i etc* 

Aisip rela playing sltugtions in- 
volving Dutgoing calls both local 
and long distance. Include such 
factors as planning the call^ Ipoklng 
up the number i proper Idtntlflcationp 
leaving a messogi and terminating 
the calli 



b) Using telephone dlrictory 

c) Placing the call 

d) Tirminating the call 
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Saeond Doer To Your Buslnesa 



Topic 



Actlvitlas 

RqIs Play, Assign rola^playing 
iituatlons or have itudenti de= 
velop thalr own baatd on experi' 
tacSi. (Sii Appindix B,) Aik 
clasi to dlscusa and avaluata the 
tachniquti md courtesy ripfaientad 
in each skit. Video tape if pos- 
siblii seellent way to evaluate, 

1 calls Diicuis with etudints basic polnti 

to consldir when planning and placing 
g the eall a call. 



&g teliphDni director Aaaign axerclsas in uilng telfphone 

^/ directory. I.e., finding area codis, 

cla| the eall timt lones, addresseij imargency 

i numbiiSs information in yallow 

p^nating the call pages , itc* 

Aisign role playing situations in= 
volvlng autgolng calls both local 
and long distance. Include such 
fat^Lurs as planning the calli looking 
-^i^ nufflber, propir identification, 
}■ I'^^ving a mebSuae and terfflinating 

i.Ui call. 



COMMIlICATiOH UNIT - Sieond Poor To Your Buainass 

ISEiE Activltleg 

1. Speeial Go^nieaticn Services Briefly discuss different types of 

businiSi cofflmunication services. 

1. Cellict ealli 

2. Credit card calli 

3. Confirtnce calls 

4. Wids area telephone servlee (WATS) 

5. Oversias tilephone calls 

6. ITS ly^tiii 

7. Other 
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od Deer To Yout Busintsi 

I Actlvitlss Rasourees 

r . . . . ■ 

lioa Stifvlcis Brltfiy discuss dlffarent types of 

. builntss coTmunteaclon setviyes. 

Us 

m 

iphene servlei (WATS) 
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OFFICE MACHINES 



TIME: 10-20 hours 

STATEMENT: This unit is designed to help students achieve fundamental compatence in oparatlng 
.machines, calculating machines, transcribing machines, and dupltcating machines. 

OBJECTIVES: The student will be able to; 

1. Operate a ten-key adding machine with emphasis on davaloping speed and aeeuracy, 

2. Solve simple arithmetic problems using the electronic ealculator. 

3. Prepare mastrers and stencils on the typewriter and operate the respeetive duplicating 

4. Operate transcription equipment, transcribing as much material ae time permits* 



NOTE: The rotation plan of instruction is best for most office machine units. 
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OTOIGE IttCHINlS 
TIBffii 10-20 hours 



tS;i4p8igEi<M to help studanCj mehleve fundamantal competence in operating ten-key adding 
Bft^chinasi tranieribing machines , and 4Mplleatlng machines* 

It; will he ahle toi 

addlnf machine with emphasis on developing speed and accuracy - 
|a^ithffletie prahlams using the electronic calculator. 

Bir8 and atencils on the typewriter and operate the respective duplicating equipment, 
^tiptlon equipment j transcribing as much material as time permits* 



^Im. of instruction is bast for most office machine units. 
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IWrZCE^HAGHINlS 

Topie 

I. Tmn^Kmy Adding Machines 
A* Addition 

B, SubtrmGtion 

C. Multiplication 
D* Daalmals 



Activities 

Point put and oparats each machina 
part. Demonstrate tha proper finger- 
ing teehniques using blackboard lllu= 
stratlons. (!fention home row keys ^ 
4 J Bp and 6 , ) 

Demonstrate actual fingaring using 
tha machina, (Show how to anter 
nwabars into the machina using plus 
bar*) Stress tha importance of the 
touch method in developing spaed. 

Explain automatic placement of deci- 
mals and how to operate total key, 
Glva studants practlea exarcieas 
in addition* 

Explain subtraction* Studants can 
davalop this skill on thair own 
practlea* 

Explain multiplication using very 
simple exan^las * Have students do 
one problem to see that they have 
grasped tha technique* 

iteslgn drills and practice problems 
from workbooks in addition, subtract 
tion, and Miltlpllcation* Have stu- 
dents nuB^er problems on tapes and 
attach tapes to answer sheets* 

Stress that a machine is only as 
accurate as the operator* 



Resoui 

Fasnacht, Haro] 
H ow To Jse Bugf 
3rd ed* New VJ 
Divlsion/McGrii 
Company, 1969*f 
pp. 1-20. 

Walker, Arthur! 
How To Use Addf 
culating Hachlj 
New York: Qrel 
McGraw-Hill Bo| 
1967. Unit 2 

Refer to machil 
step-by-step oj 
procedures * 
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ERIC 



Aetlv itlas 



Eesources 



Point put and operata each machine 
part. Demonstrate the proper finger- 
ing technlquas using blackboard illu- 
atrations. (^ntlon home row keys - 
4^ 5» and 6.) ' 

Demonstrate actual fingering using 
the machine. (Show how to enter 
nimbers into the maehine using plus 
bar*) Stress the importance of the 
touch method in developing speed « 

foplain automatic plaeemerit of deci- 
mals and how to operate total, key. 
Give students practice exercises 
in addition. 

^plain subtraGtion. Students can 
develop this skill on their mm 
practice. 



Fasnacht, Harold D. , et al . 
How To Use Busineas Machines 
3rd ed. New Yorki Gregg 
Division/McGraw-Hill Book 
Company s 1969. Unit 1 
pp. 1-20, 

Walker, Arthur L, , et al . 
How To Use Adding and Cal- ' 
eulatlng Machines . 3rd ed. 
New York I Gregg Division/ 
McGraw-Hill Book Company, 
1967. Unit 2 pp, 54-91. 

Refer to machine texts for 
step-by-step operational 
procedures. 



Explain multiplication using very 
simple exa^les. Have students do 
one problem to see that they have 
grasped the teGhnlque. 

Assign drills and practice problems 
from workbooks in addition, subtrac= 
tion, and miltlplieation. Have stu- 
dents number problems on tapes and 
attach tapes to answer sheets* 

Stress that a machine is only as 
accurate as the operator* 
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Topic 

II, dkuliting Machines 

A. ElieCronie 

B. Hichanlggl Frintlng 

C. Mictrenic frintlng 
L Addition 

2, Subtracclon 

3, Miatlplicitlon 

4. Division 

5. Frictions and Dacimals 



IIL Dupliciting Maehinis 

A* Fluid Dupliciting 

li Advantagis and dlg^ 
idvintsgis sf proceas 

2, Priparlng the mastir 

i) Arringlng eopy 

b) Pfiparlng typiwritir 



Aetlvitlss 

Illustrats thi thrii types of 
machlnaa llitsdi Set prsfaci 
IV, V, and VI In Pasawark'g 
Elictronlc and Michanleal 
Printing Calaulator Couria. 

Idintify Mchlni parts of fqulp^ 
mint available and sxplaln op- 
aritlng prlnclplis using manuals 
that accompany MchlnSi 

Asilgn drills ttom workbeoks of 
text emphiilzlng fflultlpUcition 
and dlvliiont (Includi prob- 
liffls uiing diciials,) If timi 
piroiitSi isslgn advancid stu^ 
dents probliis using fractions, 

tftiin possibli, Invite a company 
ripresfntitive to clais to givi 
a priiintitlon on his product, 

Scudants who operate ths Mchlna 
Will lay assist othirs, 

Dig cuss with studants the advan^ 
tagai and dlsadvantagei of uilng 
ths fluid duplicator, 

Dimonitrata and ixplain tha pro- 
Ciduris Involved In prgparing a 
Mstar, 

Glvi iaeh student an opportunity 
to type a short paragraph on ona 
mas tar. 

18 



Actlvltiis 



Illustfatt Che thrag types of 
machlneg lis tad • See prifaoe 
IV, Vp ind VI in Paiewark'i 
Elaetronlc and Mschanieal 
Ffintlng Calculator Coureii 

Idintlfy nachlna parti of aquip- 
meat available md explain op^ 
iratlng prlnelplii using manuals 
that accompany machlni. 

Assign drills from workbooks or 
tixt amphasliing multiplication 
and divlilon! (Include prob- 
lems ualng dacimals.) If tlma 
ptrmits, assign advancsd etu-^ 
dtnti problems using fractions # 

Iftan poiilble, Invlta a comply 
rspriiintatlvi to class to giva 
a priisntation on hii product * 

Students who Qpirate the machlni 
wall may assist others. 

Discuss with studints thi advin- 
tages and dlsadvantagis of using 
the fluid duplicator* 

Damonstratt and aKplaln the pro- 
eeduris involvgd In priparing a 
mastir. 

Sivt each itudent an opportunity 
to type a short paragfaph on one 
master* 



Pasewarki William Rt Elaetronle 
and tfechanlcal Printing Calculator 
Courge * Cincinnati i South" 
Wiitern Publishlni Company^ 1974* 



Meehans Jamas ^ tt al * Solving 
Buglness Problami on tht Elgctronlc 
Calculator i New York^ Gregg 
Divislpn/McGraw^Hlll Book Company j 
1975. 



teahan, Jamai R, , at al . Clerical 
Office Procajurag , Unit 10, 
Pp, 35'2=381. 
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Topic 

c) Typing I drawing or 
writing on master 

d) CorraeClng srrors 

3t Operating fluid duplicator 
4* Hunntng cop las 




B, StanGll Duplicating 

1, Advantagas and dlsadvantagaa 
of process 

2. Preparing stencil 

a) Plan the guide copy 

b) Prepare the typewriter 

c) Prepare the stencil 

d) Type the stencil 

e) Correct errors 

Using mlmeoscope 

Operating the olmeDgraph 
machine 

5. Running copies 



Activities 

Explain correction procedures and 
allow students to practice technique* 

Have students prepare a master* 
Suggested assignments I announcement 
of a retirement party, draw lllustra- 
tloni eKercise from a typing book; 
weekly calendar of events, etc* 

Demonstrate the operation of the fluid 
duplicator and have students run pre- 
pared masters* 

Discuss the effectiveness of this 
method of duplicating, emphaslElng 
cost factors and suitability to Job* 

A good demonstration of the entire stencil 
duplicating process should be given. 

Explain the use of the mlmeoscope 
for lettering and drawing using 
various stylli, Demonstrata cor- 
rection procedures • 

Have students prepare one stencil 
on .material suggested by teacher. 
Examples I form letter ^ short manu- 
script, resume, favorite recipe, etc. 

Identify machine parts and demon- 
strate operating principles of stencil 
duplicator. 
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Resoui 

What Every Ty pi 
About Copies ir 
Free Booklet, 
Bell and Howell 
6800 HcComlck 
Chicago, mine 



Cansler, RusseL 
Fundamentals o£ 
1967* Free 
A,B. Dick Produ 
School Departme: 
5700 W, Touhey : 
Chicago, Illinoi 



ERIC 



Aetivltiis 



t 



ntiges 



er 



EKplain cerrtetion procaduria and 
allow studtnti to practice ttchnique. 

Havi itudinti prtpare a master. 
Suggiited aislinMnts i announcefflent 
of a retirement party, driw illustra- 
tloni ixirelse from a typing book; 
Wiikly calindar of events, etc, 

Daiwaatrata the opiratlon of the fluid 
dupilcator and have students run pre- 
pargd masters, 

Dlieuii the iffedtlviniis of this 
methed of dupllcatini, eaphaslzlni 
eosc factors and suitability to job. 

A good dimqistratiQn of the entire stencil 
duplieating process should be |lven. 

aeplain the use of the mltneoscopi 
for Itttirlng and drawini using 
various stylll, Demonitrate cor- 
reetlon procidures, 

Havi students prepart one stencil 
on material suggested by tsaehtr. 
BEamplesi fern letter, short manu- 
script, resumes favorite recipe, etc. 

Idintlfy machine parts and dimon- 
strati operating prineiplis of stincll 
duplicator, 



What Every Typist Should Know 
About Copleg In Of fiee" Work . 
Fret Booklit. Ditto Division, 
lell md HowiH Compmy 
6800 McCormlek Road 
Chicago, Illinois 60645 



Caniler, Russell N. , ed. 
Fundamentals of MimeographinB 
11)67. Free ^ ^ 

A.B, Dick Products 
School Departffitnt 
5700 W, Touhey Avenut 
:ago, Illinois 60648 
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Topic 



Activities 



If: 



C* Dry Process Photoeopy 
1# Elactrostatlc 
2* Infrared 

IV, Trans crib Ing MEchlnea 

A. Hachanlcs of the machine 

B. Transcription process 



If machine Is available , allow 
students to run thalr preparad 
stencil. 

Briefly discuss the two most 
frequently used photocopiers 
found in most business offices 
today - Xerox and Tharmo-f ax. 

If machines are available s dam-- 
onstr^te how to use* 

Idantlfy machine parts and ex-- 
plaln operating principlas. 

Have students trans e rib e as much 
matarial as time permits * em=- 
phasi^ing letter placement , punc-- 
tuatlonp and proofreading* 

Discuss other types of dictating 
machines not availabla in class-' 
room* (Belt, tape, cassette ^ and 
record, ) 



Discuss career opportunities in 
word processing* 



ActlVltlis 

If ffiichlne la avallabla^ sllw 
studants to run thgir prspsrid 
sttneil. 

Brlifly dlseuss thi two most 
friquintly used photocopleri 
found In most businiss officii 
today - KeroK and Therno-fEx. 



RiSourciS 



If maehinas are ivalltblei dem- 
onstrate how to use. 



ihi toaehlne 



Idintlfy fflflehlui parts and ax^ 
plain operating princlplii, 

Have itudtnts transerlbi as much 
material as time permitii eni^ 
phaiizing letttr placefflinti pune- 
tuatlonj and proofreading. 

Discuss other types of dictating 
maehlnes not availabli in class- 
rooini (Belt, tape, caBsitti, and 
record, ) 



Miehan, Jamei R,, et al , 
Clerleal Off ice Proeedures , 
Unit 4, pp, 93-104. 



Discuss carier opportunitias in 
procasslng. 



St,- 
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BUSINESS FILING MD MCORDS J^AGEMNT 
Tliei 6 hours 



|:.STAT^NT: This unit will itrass ths inportance of in accuriti recordkitplng system in the afflclint o 
I a buslnesg and help studants divslop basic skills in offlci fillni procidures, 



OBJICT™! Tha atudint will be^able to: 



1, Alphibitiii according to the basic indixini rules. 

2, Idantljfy fflatirlali md iuppllts used in alphabitic filing, 

3, Perform eorract filing proctduraB. 

4, Discrlbe the four basic filing systeMi alphabatle, giogriphic, nuniiric, and subjict. 

5, Reeoplie various filing tquipmgnt, 

6, Foraulati sooa Ideas that could be applitd in organising and maintaining an effaetlvi filing si 
for a small office. 



3USIH1SS FILING m> MCORDS MANAGEfflNT 



Timii 6 hours 



^|thi ifl^ortsnes ef m iceufate rieordkespini system in thi ifficient opiritlen of 
^pgp ^--flisilc ikllls In office filing prectdures. 



ixlng rules, 
pm^V^as mm In ilphabetlG filing. 

m - 

^ttii 3 iystsiflgi ilphabttlcj geographic i numeric p and subjiett 



att could bi appliid In organising and maintaining m affactivs filing system 



lERIC 
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BUSINESS ■FILING AND MCORDS MANAOlffiNT 



Tople 

L Purpose ©f Eicord Control 

A« Flies Managimint 

B. Inforfflation Rgtriival 

C* Ricords Protsction 

Di Racarda Ret ant Ion and 
DlspQiltlon 



Aecivitlig 

Dlicusi with itudenti tha lmportant>> 
of a good ricordkiiplng syitam, 

Aik students to relati to tha clasi 
any ixpariance thay may hava had with 
flUng, 

Ask each student to writa a sintance 
daflning the word filing. Diseuii, 



IL Diflnitlon of Filing 

III, Rules for Alphabitie Filing 
Ai Basle Vocabulary 
li Indixing 
2, Unit 



Bt IndeKlng Rulai 

li Farsonal Natnei 

2i BuslnaSi and Giogfaphlc 
Nwas 

3. OrganiiationSj Govimmint 
AginaiiSi and Subjecti 



Ask each studant to writa a santance 
diflnini tha word filing. Diicusi, 

Pratiit to datirmlni studanti' knowl- 
idgi of filing princlpiis. Uea tiit= 
ing material takan from a clirical 
aptltudi test* 

IntroduCi and dlscusi four or five 
indexing rules at a time to anabli 
comprahingion, 

Aiilgn studanti axgrciiei Co con^lata 
rtlating to particular IndiKlng rules. 

Givi itudanti a list of individual 
namas and firm namas that appear in 
tha talaphona booki Have tham find 
them for homiwork and mark the pagg 
nunier thiy found tham on, This 
could be used for all the rulaii 
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Discuss with students the importance 
of i good recardkeeping systim. 

Aik studtnts to rilata to thi class 
my iKpiriinca they may havi had with 
filing. 

Ask each studant to write a santtncs 
dt fining thi word filing. Discuss* 



Aik each studgnt to write a ientinca 
defining the word filing. Dlacuss. 

Prgtast to daterffline studants' knowl= 
adga of filing principlaSi Use tast- 
Ing ffiaterlal taken from a clerical 
aptltudi test. 

Introduci and diicuai four or five 
IndgKing rulti at a time to aniblt 
co^rahinilon. ^ 

Aisign studanti extrclsas to conf lata 
riiatlng to particular Indixlng rules. 

Glvt studanta a liit of Individual 
names and firm namas that appaar In 
the tiiaphont book* Have thim find 
them for homawork and mark the pa|i 
nui^ftr thty found tham on, Thli 
could be uaad for all tha rules . 



Taxtbooks i 

Baiiett, Ernest and Goodman, 
David, Businiss Filing and 
Ricords ContTol , 4th ed/ 
Cincinnati I South-Waetern 
Publishing Company. i974, 

Cadwalladir and Rlct. Prln- ^ 
clplas of Indexing and Flilng 
4th ad, Reviiad. Baltlfflorai 
H,Mi Rows Company, 1971* 

Fahrnar and Glbbi, Basle 
Rulas of AlpUabitic filing - 
Programmed . Cincinnati i 
South-Wsstarn Publishing 
Companyj 1974. Taxt - work- 
book * Can be completed in 
two or thrii hours. 

Kahn, Gilbert, at_al> 
Progressiva Filing . 8th 
ad. Evans ton, Illi Gragg 
Division, teGraw-Hill Book 
Company , 1969* 
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Topic 



IV, Flilni Kattriali and Supplies 

A. Guldis 

B. Folders 

C. Labils 



Actlvltiea 

Havi studints bring in a 3" x S" 
£il€ box, a set of alphabatlc guides 
and' a packagi of 3" x 5" cards, 
This could bi used in ptrforming a 
variety of aetivltiss in indexlni 
namea and arranging cards in alpha- 
betic siquencis. Students might 
US8 this ixirclsi to let up their 
own personal addriss and phone di- 
rectory. 

Evaluatt by giving probltm-iolving 
tests covirini all rules to be com- 
pleted within a certain period. 
Ixamples ; 

a) Give a list of names to 
be indexed and arrangid in 
alphabetic order. 

b) Seitct a Gregg award 
filing teit or portions of 
clerical aptitude testa re- 
lating to the basic filing 
rulis. 

The ttachir can show actual samples 
of each cateiory of filing materials 
mentioned in outline. 
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Activities 



Resources 



Havt students bring in a 3" x S" 
file boxj a set of alphabetic guides , 
and a package ef 3" x 5" cards. 
This could be used in psrformini a 
varlity of aetlvltles in indexing 
namgs and atrangini cards in alpha- 
betie Siqueneei, Studints might 
uit this exercise to sat up their 
own pirsonal address and phone dl- 
rectory. 

Evaluate by givln| problem-solvini 
teits covering all rules to be com- 
pleted within a eertaln period, 
Exanples : 

a) Give a list of names to 
be indexed and arrangad in 
alphabetic order, 

b) Select s Gregg award 
filing test or portions oi 
elerleal aptitude tests re- 
lating to the basic filing 
rules. 

The teacher can show actual samples 
of each category of filing materials 
mentlontd in outline. 



Refer to Units int 

Prlea, Albert C, , et al . 
Applied Secretarial Practice , 
6 th ed. Evans tons IlLs 
Gregi Division, McGraw-Hill 
Book Corapanyj 1968. 

Archer, Fred C, et al . 
General Office Practice . 
3rd ed. Ivanston, Ill."i 
Gregg Division, McGraw-Hill 
Book Company, 1968, 

Meeh^i Janes R. , et al . 
Secretarial Offlee"lroeedures . 
5th ed. Cincinnati I South- 
western Publishing Company - 
1972. 

Meehanj James R. , et al . 
Clerical Office Proeedurea , 
Cincinnati I South-Westem 
Publishing Conipany, 1973. 
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BUSINISS FILING m RECORDS mAGEMENT 



^Qpi€ Aetlvltlas 

Di Card and Tapgs A damonstration of the use of the rod 

in the bottom of a file drawir can be 
doni by the tiichtri 



A mlni-fili could be sit up by thi 
teacher I showing thi elasi ona arrangi- 
ment of guldas and foldirs that might 
bi contiinad in an ilphabitic flla 
drawer. 



Students should be givan an opportun- 
ity to type at Igast two names ^ one belnf 
his own I in index ordar on a file folder 
labal and place label with his om name 
on a manili folder * 

Evaluate by glvin| students a quiz on 
identifying filing supplies according 
to definition or use. 



V* Filing Procidurai 
A. Inipecting 



B. Indexini 



C* Coding 

D. Crosi-^Refarancing 



The Instructor cm show examples of 
corraspondencSi using overhead pro- 
jector j actual sampleSp atCi, ex- 
plaining thlngi to look for in each 
type of correspondance, Examplasi 
incoming littiri, carbon copies of 
outgoing letters, memos ^ announcimants, 
buiinesi forms ^ and ochers that would 
be filed. 



1* Sorting 
P. Filing 



Tha taachir should explain the various 
prociduras involved in indaxlng, cod- 
ingj crosi^refirinclngs sorting, and 
filing, 
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Act Ivi ties 



RasQurcas 



A damonatration of the use of the rod 
In the bottom of a file drawer can be 
done by the teacher* 

A mini^file could be sat up by the 
teacher, showing the class one arrange- 
ment of guides and foiders that might 
be cQntalnad in an alphabetic file 
drawer* 

Students should be given an opportune 
ity to type at least two names ^ one being 
his owns in index order on a file folder 
label and place label with his own name 
on a manlla folder. 

Evaluate by giving students a quiz on 
Identifying filing supplies according 
to definition or use^ 

The Instructor can show eKamples of 
correspondence i using overhead pro- 
jector * actual samples i etc. ^ ex= 
plaining things to look for In each 
type of correspondence. EKamples i 
Incoming letters * carbon copies of 
outgoing letters i memos, announcements , 
business forms ^ and others that would 
be filed* 

The teacher should explain the various 
procedures involved in indexing , cod-- 
Ing, cross-^referenclng, sorting, and 
filing. 



Practice sets* 

Bassett, Gilbert and 
Goodman , David * Alphabetic 
Filing Procedures , Cincinnati 
South-Western Publishing 
Company p 1974* Simulation 
Set, Designed for 20-24 hour 



Kahn, Gilbert j et al * 
Gregg Quick Filing Practice 
Set , Evanston, 111*: Gregg 
Division i McGraw-Hill Book 
Company 1 1965. 

Rowe Filing Practice Set * 
2nd ed. Baltimora: ~li,M, 
Rowe Company J 1971. 
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BUSINESS f ILING ANP ^CORDS MMAGltffiNT 
Topic 
Gt Charge^Qut 
H* TrMifsr 
I, Dlipoiition 

VI* Typm of Filing System 

A. Alphabatic 

B. Giogriphlc 

C. Numeric 
Subjict 

I* Other 

VII, Special Fllii and Infomatian 
Sys tarns 

A. VtrticEl files 

B. Visible files 

C. Rotary files 

D. Elevator files 



Activities 

Givi itch student several piicea of 
corraspondenea and let them perform 
the abova mentionad procedures and 
parhaps flli. 

Assign addition il iKercists relatini 
to filing proceduree faund in the 
various resourcis listed * 

Evaluata by making observations of 
the campleted aetlvltlaa* 

Discuss the advanta|es and disadvan- 
tages of the four basic filing ayiteffis. 
See chart in Clerical Office Procedurea g 
Meehanj Pasewarks and OliveriOi pV 263. 

Name some typas of businesses that 
would llkily uae each of these systems* 

If posilblei vliit the achool library 
to observe the numeric syatOTi Ex- 
ample, card catalog* 



Illuitratei uilng various pictures and 
samples in texts , the differant types 
of aquipment uiad for storing racords* 
Diicusa tha specific purposa of each* 
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Activities Resourcss 

Givi each student ieveral piicsa of 
corraipond ince and lit thim parform 
the abova fflentloned procidurei and 
parhapa flla. 

Assign additional exareliis relating 
to filing proceduras found In chg 
various resourcsi llitidi 

Evaluate by making obaervatlons of 
stam the Gompletad activities* 

Discuss the advantages and die ad van- 
tages of the four basic filing syitemip 
See chart In Clarical Office PrQcaduras , 
Meahani Paaawirk, and OllvarlQ, p, 263. 

Name ioma typaa of builnaasas that 
would likaly usa each of theie syittniai 

If possiblas visit the school library 
to obsarve the numeric systCT. Ek= 
ample I card citilo|. 

Information 



Illustratij uilng various picturii and 
iamplis In'taxtSj the diffarant types 
of tqulpmant uiad for storing records # 
Diicuis the spiciflc purpose of each. 
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BUaiNlSS FILING AND RECORDS MANAGEMENT 

Topic AeElvities 
E. Data Froceiilng 
f. Microfilming 
6. Others 



I 
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Aetivltlai Resources 



THE PLUS FACTORS 

STATIC! This unit covirs some faccors which promote a better underitandlng of the office procedut 
businiss world, " 



OBJECTIVES: Tht student will gain a bettsr awareness throu|h role playing, discussion, etc., oft 

1. Personal and professional qualities deslrabls in the business world. 

2, The basic principles underlying enployer-employee relations, 
3» Of flea situations arisini among co-workers, 

4. Successful handling of visitors, 

5. The Imporcanci of diterHning work priorities, arranging and planning work area, and choosln^ 
referince aaterials, ' 



: IMdoubtedly each class will divelop additional facceri appropriate for inclusion In this unit, 




THE PLUS FACTORS 

soBSt factsta which pronrote a better undirscandliig of the office pracedures of the 

L gain a better awariness through role playing, discussion » etc., of- 
iienal qualitiea desirable in the buainesa world, 
I underlyliig emplDyeT-empioyee relations, 
rlging among co-workers, 
of visitors t 

Itiffflinlng work priorities, arranging and planning work area, and choosing appropriate 



I will develop additional factors appropriatfl for inclusion in this unit. 
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THE PLUS FACTORS 



I. Pirsonal mi ProfiSiional Qualities 
Ai Pirional 

1. Grooming and appiaranca 

2. Voice mi language 
3i Poiii and minnars 



B. ProfiSiional 

li Confidinci 

2t Coopiratlon 

3. Dapindability 

4. Diplomacy 

5. Flixibillty 

6. Honaaty ' 

7. Initiatlvi 
8i Involvement 
9i Loyalty 

10. Pirsirviranca 

11, Others 

IL iaipioyir=Bnployai Ralationa 
Ai Intirruptions 



B, Prioritlis 

Ci Dutlas not pertaining to the 
offlca 



Activities 

Inforffl studints that drtis codss ara not 
in force in many institutions (although 
iomi cempaniii do havi a drass code) and 
that many kinds of drass ara considirad 
approprlati in an office. HowtVir, en- 
courage an outspoken discussion on this 
subjiet of dress as wall as the other 
iubjacts of iroomlngj volca quality ^ 
and Mnnarisma sinca many sirioui and 
etnbarrassini arreri can be mada because 
of lack of judpant on appropriatanasSi 

Students may wish to discuss a scraan- 
ing profila used by parsonnal in order 
to gain some insight into the importance 
of personal and profasalonal qualltias 
daairable for office employeeii 



Diacuii various case studies Involving 
different aspects of employer-employee 
ralationa. 

Rola Play, Studints take on various 
roles in an office situation. (Sie 
Appendix C for sampla diseussion caies.) 
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Fries, M 
Appliad S 
6th ed, 
Division i 
Company I 

Woodward ^ 
General G 
for Colli 
Cine Inn it 
Pubiishia 

Scheirj W 
cant Sera 
Daveloped 
vicii Cor 
Bristol s 

The Dartn 
ector -j E 
Tha'Dirtni 
1969. 



ERIC 



»al Qualltlta 



Aceivltlea 

Inform studgBts that dreia eodts ari not 
In forea In many instltutigns Calthou|h 
foae coBpanlas do havt a dress code) and 
that oany kinds of dresi art considared 
apptoprlata in an of flee. However, en- 
eourage an outspoken discuaalon on this 
subject of driss as well as the other 
subjscts of groomlngi voice quality, 
and mannerlSBs slnct many serious and 
embarrassing errors can be made because 
of lack of judgment on appropriateness, 

Students may wish to discuss a scrien- 
Ing profile used by personnil In order 
to gain some Insight into the Inportance 
of perional and professional qualities 
deslrabli for office employees. 



Kesoureea 

Fries, Albert , at al . 
Applied Secretarlar Practiee 
6th ed. Niw Yorki Gregg 
Divisions McGraw-Hill Book 
Company i 1968. 

Woodward, Theodore , at al . 
General Office Proeedurea 
for Colleges . 6th id, 
Cincinnati I South-Weatern 
Publishing Company, 1972, 

Scheeri Wllbert E. "Appli- 
cant Screening Profile.'' 
Divelopid by Employer's Ser- 
vices Corp., Box 314, 
Bristol, Tenn. 37621. p. 172 

The Dartnell Personnel Mr^ 
eetor's Handbook ." Chicago: 
Thi Dartnell Corperatlon, 
1969. 



Diicuis various casa studies involving 
differsnt aspects of employer-employee 
relations. 



Role Play, .Students take on various 
rolis in an office situation. (See 
Appendix C for sample dlieuaslon cases.) 
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FACTORS 

-Tople Activities 



far Errors Instructor ahould avoid the right or wrong 

approach and recognlge that Insight is 
Pirsonal Favors pined primarily by thinking out thi 

situation i 

Examples i 

1. Employer CQnstantly interrupts eo- 
ployee at work. 

2> Eiployaa lacks knowledge of employer' 
whereabouts. 

3. Eniployer asks employti to do typing 
duties that do not pertain to his 
work duties, t.g., typing for am- 

^ ployir's spouse. 

4. Employer gives three urgint jobs at 
once and wants all thret done at the 
same time, 

5. Imployer makes grammatical errorai 
employer is often Irritated, however, 
at bilng eorrieted. 

6. Employer is busy and doesn't explain 
minor but nicessary details — like 
wheri to order suppljii, 

7. Employer is absint-minded. 
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Aetivitles 



Rmsoureas 



Instructor should avoid the right or wrong 
approaeh and recogniEe that insight is 
gainad primarily by thinking out the 
situation. 

Examples : 

1* Employer eonatantly interrupts em-^ 
ployaa at work, 

Z> Employea lacks knowledge of employer's 
whereabouts* 

3* Employer asks employee to do typing 
duties that do not pertain to his 
work duties, e,g.j typing for am-- 
ployer's spouse* 

4* Employer gives three urgent jobs at 
onca and wants all three done at the 
same time. 

5* Employer makes granmatical errors | 
employer is often irritated, however, 
at being corrected, 

6. Employer is busy and doesn't eKplain 
minor but necessary details like 
where to order supplies* 

7* l^loyer is abs ant-minded. 
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ifHI f LUS FACTOID 

teple 



is: 



Fi Relis gf ths Sicratary 



G, Othsr 



I III, ^loyti-En^loyee Rilitians 

A, Making Friends 

B, Shirlng Riiponilbilitiei 
C* BothirsOM Co-Werkirs 



Di AvDldlng CllquiS and 
Of flea Gossip 



Actlvltiag 

8. anployir blaniis imployas for errors 
that are not imployee's fault, 

9. aiployar (male) aaki employai (female) 
to dinnar onci a wsekt 

Discuss the Ghinging rola of the sicritary. 
Encouragi studente to think Qrlginall^^ on 
this subject. The tnori imagtnatlvi ^li 
concepti, tha bsttsr thi diseussior 
(Sit AppindiK 0^ "What Is A Sicrgtary?") 



Havi studinti brainstorni giving othir 
situations based on thilr ixperiinci 
in dialing with empleyirg, 



Discuss casi studlaa Invplvini varloui 
aipicti of relations among co^workars, 

Rola play* Soma office problim iltui'^ 
tlons that might be diseuisad ares 



1. Ming frlands at tha offlca. 

2. Office courtiay and appropriaEa 
conduct, 

3i Accepting ehangi In offlca pro- 
Ciduras . ' 
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Activities 



Resources 



8, Baployar blames employee for errors 
that are not employee 's fault, 

9- Bnployer (male) asks employee (female) 
to dinner once a week* 

Discuss the changing role of the secratary. 
EncQUraga students to think originally on 
this subject* fte more imaginative the 
concepts » the better the discussion* 
(See Appendix C, "What Is A Secretary?") 



Have students brainstprm giving other 
situations based on their eHperience 
in dealing with employers . 



Discuss case studies Involving various 
aspects of relations among co-workers* 

Role play* Some office problem sltua^ 
tions that might be discussed arei 

!• toklng friends at the office. 

2, Office courtesy and appropriate 
conduct, 

3. Aceeptlhg change In office pro= 
cedures * 

30 



Scheer, Wilbert 1, "What 
Is A Secretary?" National 
Secretaries Association. 

Today's Secretary (magazine) 
Order from Gregg Division 
of McGraw-^Hlll Book Company, 
($5. 00 I one year's sub- 
scription) 

Secretaries on the Spot . 
A collection of actual 
secretarial problems and 
how they were solved, 1967* 

Order fromi National 
Secretaries ^sociatlon^ 
1103 Grand Avenue , Kansas 
Citys Missouri 64106 $5*00 

ifasterson, A,G* A Teacher's 
Guide for Human Relations * 
Department of Vocational 
Education, Colorado State 
University s Denver * Colorado, 
1971, A Business and Office 
Education Curriculum Project* 
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4. Avoiding ellquis, gpssip and rumDri* 

5, Bilng Innovativi, 

6* Dialing with a eo-wDrkti who doasn't 
want to cgopariti in WQrk*iharin| 
job situation, 

7, Promoting offici safety, 

8, Other situations ixpariinegd by 
itudants, 



Russoni Miiin 1 
Develgpjint for 
ed, Cincinnati i 
Publlihini Coipi 

Work Is Happlnii 
Miggaehusitts! 
Biti Gofflpinyj IS 
graphic Bogklgt^ 



IV. Kindling \;isltof§ 

A* Visitors With AppolntoiBncs 

1. Vlilttori Without Appoint- 
lints 



G» Uti Visitors 



D» Friquent Visitors 
E. Salispireons 



F, Irati Visitors 



Bale play* Situations to dlseussi 
L Griitlng thi eallar 

2. Finding out pufpose of call 

3, Miklni caller fail comfortablg 
4* Rafirring the caller 



5, Escorting a visitor into boss'i 
office 

6* Dialing ulth Iriti md lata 
visitors 



7* Visitors who ovtrstay their tima 

8* Employar who is always lata with 
ippolntranti 



Aetlvltleg 

4. Avoiding ellquii, goSBlp and tuners. 

5. Bilng Innevatlvi* 

6. Desling ^ \%h a ee-workir who doisn't 
want to eoopirate in werk-aharing 

situation. 



7, Fromstini office saftty, 

8, Other situations txpirlinced by 
students. 



Resoureei 

Rusion, Allien R. Parsonallty 
Devslopment for Business . 4th 
ed. Cincinnati I South-^fiitem 
Publishing Cofflpiny, 1973. 

Work li Happlnass . Grianf itld , 
ftoasachusettii Channlng L, 
Beta Company, 1972, A Scripto- 
graphic Beoklgt. 



Role play. Situations to discuss j 
1» Griitlng thi caller 

2. Finding out purpoii of call 

3. Making ealler feel comfortable 

4. Rifsrring the caller 

5. Iseortlng a visitor into boss's 
office 

6. Dealing with irate and late 
visitors 

7. Visitors who overstay their time 

8. Employer who Is always late with 
appointments 
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AGtivitiis 



Discuss with etudants tht ImpDrtanca 
of aitablishlng sffleiint working 
habits i Includi thg following i 

li OrgEniiing work schiduli 

2, Maetlng diidllnag 

3* Checking work for accuracy 

4. Dating ivary thing 

5. Making notaa of things to 
bg dona 

6. Keaping businass Information 
to eniiilf. Give in-baikat 
typas of gKarcises, EKampliii 

(1) Dlstributi i list of office 
dutiii to be parfomad within a 
certain tlma, Mvr studants ar- 
ranga list in a auggestid priority 
of Importanca ~ what job should 
be dona first, (Sis Appindlx GJ 

(2) Givi itudanti an axarclsa 
in following directioni. Be 
spiciflc* S trass nota takings 

(3) Aisign proofriadln| ixer- 
cisee. 



Work 



Dlgcug§ with itudents tha Importanci 
of iscabllihlng efflclanc working 
hibltSi Includi tha fQllowlngi 

1. Orgsnlzlng work scheduli 

2, Mestlng deadlines 

3i Chicking work for aceuraoy 

4. Dating tvEry thing 

5, Making nocis of things to 
ba dona 

6« Kaeping businasi Information 
to onaaalft Give in-bgikat 
types of iKercisaSi Exanplagi 

(1) Dlitributa a list of of fica 
dutias to be pirforniad within a 
esrtaln tima. Hiva students ar» 
range list in a iuggested priority 
of importanci ^--^ what job should 
be done first* (Sag AppindlK C*) 

(2) Glva students an exarcise 
In following dirsctlons^ Bt 
specif lc« Stress nota taking. 

(3) Assign proofraadlng axtr^ 
elsag. 



Parker Publlghin| Company 
Editorial Staff* 155 Office 
Shortcuts and Tlaa Savers for 
tha Sacratiry > Wast Nyack| 
N,Yt I Parker Publishing 
Company J Inc#i 1964. 

FrlaSp Albert C,| at al i 
Ap pllad Sacratar ial Procaduras 
Unit 9t pp. 217-237. 

Tlflae-^Your Graatest Assat . 
Greenfield J Haiiaohusittsi 
Chmning L, Beta Company $ 
Ine*, 1972. A Scriptographio 
Booklet* 
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THE PLUS FACTORS 



B. Planning Yeur Work Area 



C. Choosing Refarinci Ifaterlali 



Di Othgr Plug Factors 



Activities 
Discuss with students s 

Personal desk ifflciency (See 
Appendix C) Cholees of equip* 
snt and supplies for deski 
Loeatton and placement of sup^ 
piles In disk, 

Diicuss with studenti thi lipor* 
tanee of loeatlng Information when 
neidtd. Aequiint tham with standard 
rifersnct materlali, HaVi class 
dfcldi which sourcei should be at 
thilr fingertips, CSse Appandix C.) 

Pull to|athtr the concepts of The 
Plug Factors and discusi any other 
"plus factors" that are appropriate, 



Reidurca 



Fries, Albert C, 
Applied Secretai 
eedures . Unit I 
213. 



Hutchinion^ Loll 
Handbook for Sec 
id, New York; 
McGraw-Hill Boofc 



Additional Resources i 



ERIC 
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Pamphlets 

The followlni pamphiits may be ordered from the Dartnell Corporation, 
4660 ^vanswood Avenue, ChieigQj Illinois 60640i 

Becker, Esther R,, What a White Collar Girl Should toow About IgpLrovIng 

French, torllyn, What a White CQllar Girl Should Know About Human Rslat 

Gath, Sally, l^at a Wilts GoUar girl Should Itoow About Work Organlzatli 

Miller, Katharine S,, What a Secretary Should tosw ^out Herself , " 

Rollason, Peggy Norton, What the Seeretary Should faow About Public „Mj 

(The five pamphlets listed above may be purehased for 40$ ea. — ont to 1 

33 \ 

■ 

i 

i 

1 

■ c 
i. 



rea 



ictrialg 



AetlvJ.tigs 
Discuss with students; 

Pirgenil degk iffleitney (Sat 
^pindix G.) Gheleii of iquip- 
Oint and suppllea for desk, 
Leeatlon and placitKnt of sup- 
pllis in dask, 

Mseuss with itudents the Inper- 
tanci of loeating infetmation when 
niidid. Aequalnt them with standard 
rafirineg materials, Havt class 
diclde which icurcts should ba at 
thilr fingertips. (Ste Appendix C.) 

Pull togithar tht concepti of The 
Pius Faetors and discuss any other 
"piui faetori" that are appropriate. 



Resources 



es, Albert C, at al . 
Applied Seeratarlal Tro ^ 
ceduras . Unit 8. pp. 186- 
213. 



Hutehinsonj Lois I, Standard 
Handbook for Secretariei . 8th 
id. New York; Gragg Division 
McGraw-Hill Book Company, 1969. 



famphlecs 

The following pamphlets nay be orderid from the Dartnell Corporation, 
^660 Ravenswood Avenui, Chicago, Illinois 606401 

Becker, Isthsr R, , What a White Collar Girl Should toow About Improving Her ^morv , 
■; Franehp Marilyn. What a Whlta Collar Girl Should mm About Human Ralationi . 

Gath, Silly, Wiat a White Collar Girl Should faow About Work Organiiatldn . 

Millar, Katharine ,S. , What a Secretary Should Know About Herself . 

l^toUtson, |iggy What the Secretary Should Know About Public RelatlonB . 

; (The five pamphlets listed above may be purchassd for 40$ ea. — one to five ceplas.) 
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THE IIUS f ACTOHB 



Sueeissful Seeretary 
Polai for the Suectssful Buslnasg Girl 
Ksya to Etiquette for the Business Girl 
(The threa pamphlits liittd abovi may be purchaaed for 50e) 



FILMS: 



Dsaiini with Problem People - The Forgetter 
Dealine with jroblem People - The Hochead 
Dealing with Problem People - The Scoffer 
Dealing with Probleis Pagple - Dlsordsriy Worker 

laeh of the above is s diicussion film which prisinti pirsonality problems of workeri 
situations* laeh fUni Journal, 1970, 7 mln* - - - 

Youf Job - Fitting In IS mln. Coronet, 1968. This film shows tht importance of learning i 
coipany rults, liaming mistakis, and hilpful attitudes to have whan starting a jobi 

Your Job ^ Getting Ahsad 16 mln. Coronst, 1968. Bcperienced workers, interviewed at theii 
tips on getting ahead - tips that m see appllid by a young man enterini on a career i 

Your Job - good Work Habit. 13 mln. Coronet. 1968. An intirvlew with two high school grac 
firit full-tlie job helps us recoiniit work of good quality, done with safety and sat J 
work habits, such as working steadily, concint racing, and planning ahead, can lead to 
a. raise, and other btnef its. 



Your Job ^ You and Your Bese 16 mln. CoroniC, 1968. The relationship between worker and b 
both points of vltw. Inttrviews with supervisors and employeei answer many quistlons. 
63 1. South Water Street, Chicago, Illinois 60601. " . 
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|« Polie for tha Sueeea sful Business Girl 

J*-- ■- - ■ - - --- 

>^ - 



ji'.,, 



Ksye to Etlguitta for the Business Girl 
{The thrit pamphlets listed abovs may be purchased for SOft) 



IfiB Pieple ^ The Forgetter 

People « fhe Hothead 
,ia People - The Scoffer 
.'em Piople - Disorderly Worker 



Lbove is a dlseuislon film which presenti personality probltmi of workers In riallstic 
,laeh film: Joumali 1970^ 7 min. 



|l3_ 16 mln. Coronet, 1968. This fllm shows the Importance of learning and following 
\ learnini mlstakeas and helpful attltudtg to have when startlni a job. 

I' 

jf^ead 16 Mn. Coronit, 1968. acperieneed workers, interviewed at their jobs, give 

tig ahead - tips that we iti applied by a young man en taring on a career as a newspaperman, 

tk Habits 13 nin. Coronet ^ 1968, An Interview with two high school graduates on their 
me job hilps us rieognlzs work of good quality, done with safety and satisfaction, Good 
sueh as working steadily, concentrating, and planning ahead, can lead to a promotion, 
other benefits. 

:jrouif Boss 16 tain, Coronet, 1968. The relationship between worker and boss Is letn fron 
I viiw, Interviiws with supervlsori and employees answer many questions. Coronet Films, 
ittr Street, Chleaio,lllinol . . 



3. • ' 
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*Of|tci Courtesy 12 mln. $2,50 Incyelopedli Britanniea. DramatlEes technlquis for offlct workers 
with ptrsens outsida the company, faci to facgs and over the ttliphoni, Stressis Impdrtinci c 
and thoughtfulneiSi 

*Offlei Tganwork 12 min, $2,50 Encyelopedla Britanniea, Drafflatigis raprisentative office situatlc 
tiiffiirark li nicissai^, Rtvials afftet of various attitudes on eonpany morala and businais, 

*Hgw to Kiip a Job 11 iln. $2.50 Coronit. Tgaches the liportance of dipandability, coop6ration» 1 
and loyalty in kiiplng a job. 

*Si£ety: in Offices 10 mln, $2,50 Huaiorously points out caraltssnass in office, such as leaving low 
drawiri epan and many othir traits of thoughtlassniss. 

Working Togathsr 12 mln. Color 12019 Incycloptdla Britanniea, 425 N, Miehi|an Avanua, Chicago, 11 

Coianmlcatlng with the Public 12 mln, Color M015 Encycloptdla Brittanica, 425 N. Michigan Ave 
Illinois 60611. " - 

*Ordar fremi Buslnass Education Films, 5113 16th Avenue , Brooklyn, N.Y. 11204. 



FIDlSTRIPSi 

"Sieretariil Attitudti" McGraw-Hill. 10 mln. $2,50 - Emphasizes working under prissure, masting i 
ind following Instruetlens. Order from? Busintss Iducatlon Films, 5113 - 16th Avenue, Brookl' 
11204, 



"Work Hablti and Attitudei." Avid, 1968, This sound fllmstrip series reviews 16 work habits and a1 
which ari basic to any succissful work axparlenci. 



|2«50 todycloptdla Irltannlea. Dramatizes taehniquss for office wotkars In working 
hi eoqpgnyi faee to faee, and over the tiltphone. Stressti importance of courtesy 



|2i50 Ineyclopidia Bfltanniea. Dramatigis repriiantatlvi office iituations in which 
||.V livials if feet of various attitudes on company morale and business, 

P^;§2,50, Cerentt* Teaches the Importance of dependability , cooperation, initlativij 
p.a job. 

Jr-|2t50 Hmorously points out carelegsness in office, such as leaving low filing 
pothir traiti of thoughtlessness. 

ptolor ^12019 Eneyelopidla Britannicaj 425 N. Michigan Avenue, Chicago, Illinois 60611. 
fejg 12 win. Color #3015 Encyclopedia Brittanlca, 425 N, mchigan Ave,, Chicaio, 

ptlon Fllos, 5113 16th Avenue, Brooklyn, N,Y, 11204. 



pgfaw-Hlllt 10 mln. |2*50 - EmphaslgiS working under prasaure, meeting daadllnes. 
Ilioni. Order itmi Buiiness EduQatlon Fllis, 5113 - 16th ^inui^ Brooklyn, N.Y, 

■ ■ 

Avid, 1968. thiB sound filmstrip series revlewi 16 work habits and attitudia 



ay Buceessful work ixperlenee, 



he-: 
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LMGUAGE ARTS SKILLS 
Timsi 40-60 hours 



tn^H.K ..^^ 0^ ths lost useful and nfcesiary skills an offlet worker can poiiiii Is the ablli 
tog lish correctly in writing, aditlng, and spaaklng. This unit will givi the student a raviaw of 
ciplis of languagi arts with amphaiii on the anas neciasary for succeaaful comiunieation in the 1 
b^aine s\Jl L ^^^^^tim, apeliini, proofraading, and word dlvlaion and the prlnci, 



OBJECTIVES; The studenc will be able to I 

h Idintlfy, through pretistlng, areas of deficiency in the usi of principles of standard It 

2. Identify, define j and apply parts of speech, 

3. Reeogniie and write a complete senttnce. 

4. Identify main and lubordinate clauses. 

5. Construct a paragraph • 

6. Apply the princlplis of punctuation, capitaliiation, abbreviations, and number usagi. 

7. Idantify the parts of a business letter. 

8. Composi a ahort business lettir; i.e., request letter, litter of applicatic and rispons 

9. Proofread corrispendtnee to ditect pamMr, punctuation, and spelling errors. 
10. Spill correctly from dictation a list of the most frequently miispellsd words. 



LANGUAOI MTS SKILLS 
lima I 40-60 hours 



||t Uisful and ntcessary gkllli an office worker can possess is the ability to use standard 
p|g, idltlng, and speiking. Thli unit will give the studint a ifeviiw of the basic pf In- 

emphasis on ths araas. naeessa^ for suceesaful comnumlcatlon in the business world| 
at, punetuatlon, ipiUingi proof readingi and word diviilon and the principles of sffietive 

Pi/-/: 

liiflll bi able tdi 

;p pritastlng, areai of difielency in the use of principles of standard English. 

I:' ., / . ' ^ " 

eV and apply parti of spiacht 

Fltt a coqplgta saniisnca. 

fc.. 
fc?>-' ■ 

a4 subordlnaci elausivf, 
i^faph, 

iples of pimctuatlon, eapltallzatloni abbreviations, and number usagi, 
ctf of a buslneas lettsr. 

puslniss letter; l.i. j request litter, letter of appllGatlon, and reipgnsi to a eo^lalnt 

ipondince to detact graanar, punetuatlonj and ipelling errors, 
Ifrom dlctitlon a list of the most frequintly misspellid words. 
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|. yNOtlAGE ABIS SKILLS 

ivw ■ 

Topic 

t. Self-aisessoifnt 

At GraiDmaF and FunctuaClon Fretesc 



B, Spelllni Prstest 



11, Grimair Review 

A, Parti of Speech 

1« Nouns 

a) 
b) 
c) 



2* PronQuni 

a) Ricognitlon and usi 

(1) Pirional 

(a) Pirisn 

(b) Gisa 
(e) Numbsr 
(d) Gendar 

(2) Rilativi 

(3) Indafinits 

(4) Poisassivt 



Ricognitlon and uaa 
Plurali of nouns 
PossiSiivt forms of 
nouns 



Glvi a prettst to class covaring graffifflar Raid, Jinnni* I 

and punctuation t (Priilmlnary test from aijllgh^ 2nd id 

Business En|llsh - Raad suggistgd,) Edueatlen Sitlii 

Pritiit on selictid words froni a spilling Grigg Division » 

list of fraquantly mlispallid words. Book Company ^ 19 
Use thase tists to assiss tha naads of 

students and as a guldi for planning List of Most Fri 

areas of concgntration. ApproKlmitily spillad Words (E 

two hours should be allowed for casting, D.) 



All granmar concepts should be ravlawed Bluminthali Josft 

according to the nisds of the atudantSi English 2600 2a 

Give appropriate ixarciiii to reinforce IndaK, A Frogra 

liarnlng. Providt opportunitits for in Gramar and 

atudants to work Individually on their York I Harcourt 

particular anas of weakness • Evaluate Jovanovlehi Inc. 
to sea if basic concepts hava bgin 

niisttradp Brendel, Lergy k 

LefflngwaUi Eli 



Usagi Drills and_ 
PregraMad for tj 
NiwYorkt Grill 
McGraw-Hill Book 
1968. 

Burtnissi Paul S 
Robirt R* Effgg; 
for ColligtS i Si 
Cincinnati i Seui 
Publlihlng Ce., ; 



3? i 

i 
I 



I 



Fritest 



Actlvitleg 

Give a prtcgst te class eovatlng granmar 
and punetuitlon. (Priliralniry test from 
Businsss Enellah - Read suggssttd,) 
Pratist on saleeted words from a ipelllng 
list of frequantly mlaspalled words. 
Use thesi tests to aisesi the netds of 
studtnts and as a guide for plannlni 
areas of coneentratlon. Approxlmatily 
two hours should be ailowed for testing. 



Reiourceg 

Read, Jeanne. Bualness 
Sigllsh . 2nd id." Gre"g| Adult 
Education Sarlii, Niw York* 
Gregg Dlvislgn, McGraw-Hill 
Book Company I 1972, 

List of tost Frequintly Ms* 
spelled Worda (Sea Appendix 
D.) 



use 
of 



USi 



All grafflmar concepts should he revliwed 
aeeordlng to the needs of the students, 
Glvt appropriate ixgrcisss to reinforce 
learning, Provide opportunltlis for 
studints to work Individually on their 
particular areas of weakneis. Evaluate 
to iea If basie concepts have been 
Bastered. 



Blumanthal, Josiph G. 
English 2600 2nd ad, 
Indix. A Pfogranmid Course 
in Gramar and Usage, New 
Yorki Harcourt Brace 
Jovanevlch, Inc., 1973, 

Brendil j Leroy A, , and 
Lefflngwtll, Elsie. Bnglish 
Usage Drills and Exerolgea - 
frogramed for the Typewriter . 
New York J Gregg Division, 
McCtiw^Hlll Book Cofflpany, 
1968, 



Burtness, Paul S., and Aumer, 
Robert R, Effaetlve Enilish 
for Colleges * 5th ad. 
Cineinnatii South-Wistern 
Publiihing Co., 1975. 
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LANGUAGE ARTS SKILLS 



Topic 



Activities 



ERIC 



b) Subjact-vtrb agriiment 

c) Pronoun-antacident agreement 



3* Verbs 

a) Reco|nition and usi 

(1) Action and linking 

(2) Voice inflection 

(3) Principle parts 

(4) Tense 

b) Eegular and irregular verbs 

c) Subject-verb agreemint 

(1) Gofflpound subject joined by 
and or w 

(2) I on third perion singular 
verbs 

(3) Sentences beginning with 
here and theri 

Recognition and use of verbals 

(1) Gerund 

(2) Partlclpal 

(3) Infinitive 

i) Troublesoaii verbs 



Carlln, Ji 
Enjlish 01 
New York 5 
Company I I 

Cleaty, Ji 
Laconite, ^ 
Style Ski: 
A Seif'-ijni 
for Transs 
2nd id. t 
Division, 
3any, ] 



Monro, Kal 
ber|, Mtl 
Bualneis 1 

Text Workl 
5th ed. I 
Division, 
Company, '. 

Reed, Jeai 
English , i 
Kit in Coi 

tion, 2ndj 
McGraw-Ht! 
1972. j 



as 



English on the Job" . Book 2, 
New York I Globe Book 
Company, 1970. 

Clearyi Joseph B., and 
Lacombe, Joan M, Ensllsh 
Style Skill-Builders - 
A Self- improvement Program 
for Transcribers and Typists. 
2nd ed, New Yorki Gregg 
Division, McGraw-Hill Book 
Company, 1974, 

Monro, Kate » and Witten- 
berg j Mary Alice. Modern 
Buglness English . 

TeKt Workbook for Colleges . 
5th ed. New Yorki Gre|g 
Division, McGraw-Hill Book 
Company, 1972, 

Reed, Jeanne. Business 
English . A Gregg Text- 
Kit in Continuini Educa- 
tion, 2nd ed. New Yorki 
McGraw-Hill Book Company, 
1972. 
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L^CUAGE ARTS SKILLS 



Topic Activities 
4. Adjictivas and Adverb' 

a) Ricognltlon and use 

b) Comparison 

c) Advarb and adjective confusion 
5i Pripoiitlons 



a) Racogniclon and uaa in phrases 

b) Troublesoffli priposltloni 
6* ConjunQtloni 

a) Corrilitlvis 

b) Goprdinitlng 

c) Subordinating 
h IntarjictiDni 

B. The Sintenci 

L Recopitlon and uaa of advirb 
clausa 

2, Raeognition and usi of adjictivi 
clauii 

3t Ricognltion and usa of basic 
Sintinaa typa 



Give studants an opportunity to 
eonitruct aiinpli, aompoundj and 
compleK sintincis. Strasi ways 
to achlavi santinci variety i 

L Vary iintanci length 

2, Vary santinci biginnings 

3, Vary sintanci type 
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RiSQurcii 



bs 

Uii 



tlvi eonfuslon 



usa in phrasei 
oilclons 



Sehachtirj Norman, English 
The Easy Way , 3rd id, 
Cincinnati I South-Wsstirn 
Publishlnj Co., 1969. 



Shiff, Donald A* Sicracarlal 
English , Ntw Yorki Reginta 
Publishing Campany, Inc*, 
1968* 



Give itudants an opportunity to 
conitruat simplei compQundj and 
if adverb compleK santtncis, Strtss wayi 

to achleva santance variety* 

€ adjeetiva 1» Vary ssntsnee Isngth 

2* Vary sen tinea baginnings 

3* Vary sanCinca type 

I basic 
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L^eUAGE A^TS SKILLS 



Activities 



4i Otdsr of alemanta 



C. Pirigraphi 

L Mathnd of divilopmint 
2, TypiS of parigraphs 



Di Word Usage 

L Choici of corriGt word 

2. Ricogiilclon ^d u§i of 

iynonymSi antonyfflij homoiiymi 

IIL Punctuatlgn Riviaw 

A. Piriod 



Diicuss with studants the most useful 
methods in daviloplng a paragraph , 
Striis the Importanci and devalopfflint 
of topic iintenca wall ai unity * 
coherencis and emphasiii Give studint 
an ixarelii in dgveloping a particulir 
type of paragraph; 1*1,, descriptive^ 
narrative j and par^uasiva* 

Give ipacial emphasis to words that 
are often confuiing and usad incor-- 
rgetly in business writing, 
Examplii: affeetj effect; advlcij 
advise; liej lay; accapti axcapt; 
pricadij proceed; all right; etc, 

Reviaw the foUowiny: 

Used after a declarativa aentance, 
Used after an Imparitivi santinca. 
Usid aftar nu^ers or letters in 
an outline. 

Used In abbraviatlons and initials , 



Review the follwlni* 



Used to prevent mlsriadlng. 
Used in a series* 
Usid after Introductory words , 
phrassi, or long clauses , 
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ERIC 



Actlvitiia 



Reiourcas 



Discuss with itudtntg the most usiful 
mtthodi In diViloping a paragraph* 
Stress the Importanee and devilopment 
of topic iintenci as will as unity i 
cohereneei and emphasis. Givi students 
an axarelis in diveloplng a particular 
typ© of paragraph; 1*1,, descrlptlvap 
narratlvip and persuaalve* 

Give spscial emphaals to words that 
are often confusing and used incor^ 
rectly in buslneii writing. 
Examples 1 affaet, ©ffacti advice , 
advlit; Hi J lay; aacipts eKcept; 
precide^ proceid; all ri|ht; ate* 



Burtneis and Aurner, 
Effective English for 
Collegai , Unit 7^ 
ppV 109-124. 



Review the following i 

Uiid after a declarative sintence. 
Used after an imperative sentincai 
Used after nu^ers or litters in 
an outline* 

Used in abbraviations and initials. 



Brendeli Leroy A, ^ and 
Near, Doris i Punctuation 
Drills and faerciiiS - 
Programmed for the Typewriter 
New York I Gregg Division j 
McGraw-Hill Book Coi^anyj 
1970. 



Sevigw the following i 

Used to pravent misreading. 
Used in a sariai. 
Used after introductory words ^ 
phrases I or long clauses* 



Reiperi Charlis. Applied 

Punctuation . 5th ad, j 

Baltlmori' H, M. Rowa Book 
Company s 1972* 
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LANGUAGE ARTS SKILLS 



Activities 



C, Question Hark and Exclamation 
Point 



Used to Sit off parenthatlcal ex- 

presaiona, 
Usid to set off direct quotations. 
Used in dates, flgurss, and addresses,' 
Used to set off mild ixclaiaCions such 

as well and oh. 

Used frequencly~befors a coordinate 

conj unction. 
Used to set off nouns of direct address. 
Used after the corapllinentary close of a 

letter. 

Used to show the omission of a verb in 
a compound stntence, 



D. Quotation Marks 



£. Colon 



Review the following.' 

Used to inclose exact words of a ipiaker, 
Uaid for quotation within a quotation — 

(single quotation marks), 
Uiid to tnclose the title of a song, a 

poem, or a mapgine article. 
Used with othir punctuation. 

Review the followlni: 

Used aftir salutation in a business letter. 
Used betwian figures Indicating the time. 
Uitd befori an enumiration. 
Used after such words as these i the follQwlng . 
or as follows , 
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Activities 



Reieurcas 



Uasd to set off parenthetical ex- 
pressions. 

Used to set off direct quotations. 

Ussd In dates, figures, and addresses. 

Used to set off mild exclamations such 
as well md oh. 

Used frequently before a coorditiate 
conjunction. 

Used to set off nouns of direct address. 

Used after the eompllnientary close of a 
letter. 

Used to show the omission of a verb in 
a Compound santenea. 

&£clamatlon 



Review the following^ 

Used to enclose exact words of a speaker. 
Used for quotation within a quotation — 

(slngli quotation marks) , 
Used to encloie the title of a song, a 

poem, or a magazine arclcle. 
Used with other punctuntlon. 

Review the following i 

Used after salutation in a business letter. 
Usid between figures Indicating the tinii. 
Uied before an enumeration. •■■ 
Used after such words as these i the following , 
or as follows . " ' ' 

41 
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LANGUAGE ARTS SKILLS 



Topic Activltlag 
F. SemlcQlon Riview the foUowiiiii 



Uiid in cofflpound Sintince when the con- 
junction is oiittid, 

Uiid as a subitituta for the comma to 
icparata alefflints that already contain 

Used whan a mark of punctuation stronger 
than a comma Is raquired; i.e.. He is five 
faatj six inchaa tall; waighs 190 poundi; 
and is thirty years old* 



G. Hyphen Review the following I 



Used to divide words at the and of the line* 

Used to form compound words i 

Used to form compound numarals when wrlttin 

as words Ctwinty-^one) , 
Used to form an adjictiva when it modifies a 

noun (the flva^day week). 
Used to attach the priflxas all, ex, gelf ^ and 

suffix alact to nouns* ~ ~~ 

H. Aposcrophe Review the fQllowingi 

Used to form a contraction * 

Used to show the pessisslve forms of iin|ular 

and plural nouns* 
Used to form the plurals of flguras, letcers, 

and symbols; Le,, 4'Sj a*s* 



Ravlaw tha following ^ 



Uaed in cofflpound ssntince whan the con-- 

junetlon li omitted. 
Used as a subitituts for tha comma to 

icparata alaments that already contain 

commas » 

Uaed whan a mark of punctuation stronger 
than a comma is raqulred; i*e.. He ii five 
feet, six inches tall; weighs 190 pounds; 
and i$ thirty years old. 

Ravlew the following i 

Used to divide words at the end of the Una. 

Usad to form compound words . 

Used to form compound numerals whan written 

as words (twenty-ona) * 
Used to form an adjective whan it modifies a 

noun (tha five-day week). 
Used to attach the prefixes all | ex, self, and 

suffiK elect to nouns* 

Ravlaw the followin|* 

Used to form a contraction, 

Used to show the posiesslve forms of alngulir 

and plural nouns . 
Used to form the plurals of figures, letters, 

and symbols; i,e.j k'Bp a*i. 
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LANGUAGE MTS SKILLS 



li Farin thesis 



Dash 



Activities 
Review the following: 

Used CO enclose non-esaantlal material only 
rifflotely conntcted in mganing with the 
ragt of tha sentence. Ex. Letterhead 
statlongry (8 and 1/2 k 11 inches) is 
used '"or most buiiniss letters, 

Uiid to inclose dates j figureaj and Istters 
which are Inserted, Ex, Masa media in- 
clude tha following s (1) radio i (2) tele- 
vision, (3) magailneii and (4) newipapers, 
The sum of three thouiand dollars ($3|000) 
is to be paid within ninity (90) days. 

Review the following; 

Used to indicate a sudden break in thought. 
Used before a word or phrase to give the 
expression unusual efflphasii or special 
ffitanlng. Ex, Worry-«how much waste 
it cauiis. 



K, Elllpias 
IV, Capitilizatlon 



Point out to the class the distinction be- 
tween the hyphen and dash in typewrlttin 
copy. 



Review the fellowing basic prlneiples of 
capitalisation p Give diaposcic tasti to 
determine areas for sptclal drill. 
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Aetlvltlis 



Rfiources 



Review the following! 

Used to enclose nori-'asitntlal material only 
remotely eonnected In meming with the 
rest of the sentence, Ix, Litterhead 
statlnnery (8 and 1/2 x 11 Inches) la 
used for most business letters. 

Used to enclose dates , figures, and letf.era 
which are Inserted. Ibt, Mass media In- 
clude the following' (1) radio, (2) tele- 
vision, (3) magazines J and (4) newspapers. 
The sum of three thousand dollars ($3,000) 
la to be paid within ninety (90) days. 

Review the following i 

Used to indicate a sudden break in thought. 
Used before a word or phrase to give the 
eKpresslon unusual;. enphasis or special 
iieantag. Ex, Worry--how much waste 
it causes. 

Point out to the class the distinction be- 
tween the hyphen and dash in typewritten 
copy. 



Review the followlni basic principles of 
eapltaliiatlon. Give diagnostic tests to 
detirmlne areas for special drill. 
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UOJCUAGE ARTS SKlLLi 



Activities 



Capitalizes 

L The first word in sentence ^ 
2. Pronoun I and the inter j action 0 
.3. Propar nouns and proper adjectives 

4. Nanes of organizatloni , buslnesi 
firms, institutions, and govirnment 
bodies 

5. Names of nationalities, races , and « 
reli|lons - 

6. Names of historical events and periods, 3 
special events, and calendar items. 

7. Titles: used as a person's name; 
books, articles, periodicals, etc. 

8. North , South , etc., used to designati 
|eo|raphlcal area 

Review with students the general |uldeiines to 
V. Number Usage in writing numbirs correctly in busl^ 

ness correspondence. Include the following: 

1. General rules 

2. Adjacent numbers 

3. Numbers In addresses 

4. Numbers In dates and eKpressions of time 

5. Sums of money 

6. Quantities and measuranents 

7. Iractlona and decimals 

8. Percentages 
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Activities 



Resources 



Capitalize i 

J . Lessenbetry, D*D, , 

1. The first word in sentence Century 21 

I, Pronoun I and the Intarjection 0 |^;,tii^Ute 

3. Proper nouns and p«pe. a - 

4, NaffliS of organliations, business South-Meatern Pub- 
fi^s. institutions, and government So^^ng Co.. 1972. 

.4 .HH« races and (Number and Capitali- 

5. Names of nationalities, races, and "^^^ pp. 

rell|lons 117 19? 

6, Names of historical events and periods, 117-U3. 
special events, and calendar items. 

7, Titles: used as a person's name: 
books, articles, periodicals, etc. 

8. North , South, etc., used to designate 
geographical area 

Review with students the general iuidelines to 
follow in writing numbers correctly in busi- 
ness correspondence. Include the followin|: 

1. General rules 

2. Adjacent numbera 

3. Numbers in addresses 

4. Numbers in dates and expressions of time 

5. Sums of money 

6. Quantities and measursments 

7. Fractions and decimals 

8. Percentages 
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LMIGOASE ART SKILLS 
Topic 
VI. AbbreviatiDni 



Activities 

Riviiw ^ith studincs the principlea 
used in diciding when and haw to 
abbreviate. Strgss the following i 

L Titles before and after natnis 

2, Firm Mamis (Corporatlen) 

3, Nanss of Associations and Govemient 
Agenclas 

4, Synbols and ahortined fomii of words 

5, Plurals of abbreviations 

6, Terms of ffleasure 

7, Strest names 

8, Namts of citiai and states 

9, Namis of days and Eionths 



VII. Bualness Letters 

A, Form ana Arrangsfflent 



B» Content 



C. Types of Letters 



RiVlew the standards for business letters, 
Teach thisi bualness cofflfflunicationsi 

1, Request for information 

2, Mswer to a complaint 

3, Application for a position 

Eraphaslzs' 

1, Brivlty and clarity 

2, Up-to-datt tirffli 

3, CeurtiouSj businegsUke tone 

4 , Neatness 

5, Correct form 

6, Folding the letter 



Hlmstraet 
et al . |i 
In Cofflmin; 
ed. Englsi 
Printlcs-l 
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Activities 



RasQurcis 



levlew with students the principlii 
used in decldin| whin and how to 
abbreviata, Stress the following f 

1, Titles before and after names 

2, linn Nanes (Corporation) 

3. Names of ^iociatlons and Government 
Agencits 

4. Syobols and ihortsned fortts of words- 

5, Plurals of abbrtviatlons 

6. Terms of measure 
7* Stritt names 

S. Names of cities and states 

9, Names of days and months 



Review the standards for business letters. Himstrest, miliam C. 
Teach these business conmunleations ^ et al . Business English 

in Cofflaunications * 2nd 

1. Request for information ed. Englewood'Cllffs, N.J. 

2. Answer to a complaint Printiee-Hall, Inc., 1970. 

3. Application for a position 



Emphasize' 

1. Brevity and clarity 

2. Up-to-date tirms 

3. Courttous, businessiike tone 

4 , Neatneis 

5, Cotrect form 

6, folding the letter 
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LANGUAGE MS SK1U*S 



Topic 

Vin. Dlctisniry Skills and Word Divlsisn 

A, Content and Use of Dictlenaries 

B, Kinds of Dictionaries 

C, Word-Division Guides 



Activitias 



trovide opportunltlfls for using dic- 
tionaries/ Include the following: 

1, Studyini a dictionary page 

2, Cheeking the pronunciation key 

3, Finding inforination quickly 

4, Definlni words 

Ricopizlni and using dlfferint 

types I 

g.) Abrldggd 
b.) Unabridgid 

Provide experience using a thesaurus. 
Review werd-dlvision guides. 



IX. Spelling 

A, Spilling Rules 

B. List of Host-Frtquently 
Misspelled Words 



Review a few helpful spelling rules, 
Dictate speiling words from list of 
cofflffionly olsspelled words. 



X. Proofreading 



Give students several exmiples of 
business correspondence to proofread 
and prepari final copy, Point out 
than you read first for content and 
clarity and second for spelling, punc- 
tuation, typographical errors , etc. 
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Activities 



Resources 



Provide oppoTtunitlss for using dic- 
tionariiS. Include the followin|i 

1, Studying a dictionary pa|e 
2* Chscklng the pronunciation key 

3. Finding infonnation quickly 

4. Difinlng words 

5. Ricogniilng and using different 
types s 

a. ) Abrld|ed 

b. ) Unabridged 

Provide ixperience using a thesaurus • 
Review word=dlvision guidis, 



Review a few helpful spelling rules. 
Dictate spelling words from list of 
comnonly ffllsspelled wordi, 



Give students several examples of 
businiss correspondince to prooftead 
and prepare final copy. Point out 
that you read first for content and 
clarity and second for spelling, punc- 
tuation , typo|raphical errors, etc. 



Mersand, Joseph. Spelling 
Your Way To Suecegs , 
Woodbury i N.Y.: Barron's 
Educational Series, Inc., 
1959. 

Bendil , Leroy A, , et al . 
Comiunlcatlon Word Power i 
Vocabulary and Spelling 
Mastery. A Text-Workbook 
for Colleges. New York* 
Gregg Division, JfcGraw-Hlll 
Book Company, 1968. 
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LANGUAGE ARTS SKILLS 



Topic 



Activities 



Reeiphailze these points in 
what to look for; 



1. MisspsUini 

2. Inexact punetuation 

3. ^Igultiei of phraslni, 
particularly with pronouns 

4. Errors in formation of pos- 
ses sivea 

5. Errors In usi of posses sives 

6. Errors in subject and verb 
airefosnt 

7. Errors In pronoun and ante- 
cedint agriement 

8. Iinpropsr capitaiizatlon 

9. Inconsistency of style 

Give students an opportunity to 
learn and usi proofriader's marks. 
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Resouf 

Bendei, Leroy A, 
Doris. Spelling 
Exerelses - Prci 
Typewriter. 2nd 
Gregg Division, 
Book Company J 19 

Rak, Elsii T, | 
Words . Cambridi 
Edycatlon Publli 
Inc., 1970. 

Stfunki Wffl. P., 
1,B., Elementj_e 
New York; Maeml 
1969, Papirb8c> 

REFERENCE MATER] 

Gavin, Ruth !.» 
William A. Refi 
for Stenographai 
4th id, New Yol 
Division. MeGri 
Company, 1970. . 

Griffith, Frane: 
John E. Engllsl 
CQmposltion , Ci 
New York:' Harci 
Jovanovich, Inei 

I 

Lis lie, Louis, I 
Spilled and 
Refirince. 6th! 

I 
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Activities 



Riaources 



Reimphaaize thtse points in 
what to look for.' 

1. Misspelling 

2. Inexact punctuation 

3. Antlgultles of phrasin|, 
particularly with pronouns 

4. Errors in formation of pos- 
sessives 

5. Errors in use of possfssivis 

6. Errors In subject and virb 
agreement 

7. Errors in pronoun and ante- 
cedent agretmant 

8. loproper capitaiization 

9. Inconsistency of style 

Give students an opportunity to 
Itam and use proofreader's marks. 



Bendel, Leroy A,, and Ntar, 
Dorla, Spellinis Drills and 
Exercises - Progrifflmed fo? the 
'^pewrlter, 2nd id. Ntw York: 
Gregg Division. McGraw-Hill 
Book Coipany, 1974. 

Rak, Elaie T. The Spell of 
Words . Cambridge, Mass. : 
Education Publlihing Service, 
Inc. 1970. 

Strunk, Mm, I., and White, 
E.B., Elements of Style . 
New tork: Macmiirsn Company, 
1969, Paperback - 95 cents. 

REFERENCE MTERIALS 

Gavin, Ruth E., and Sabin, 
William Ai Reference Manual 
for Steno^raphigs and Typists , 
4th id. New Tforkl ' Gregg 
Division, McGraw-Hill Book 
Company, 1970. (Paperbook) 

Griffith, Francis, and Warrlner 
John E. English Graiimar and 
Cofflpoeition . 'Complete Course, 
New York I Hareourt Brace and 
Jovanovieh, Inc.i 1973, 

Lisllii Louis, 20^000 Words . 
Spelled and Divided for Quick 
Rifirinee, 6th ed. New York". 
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LANGUAGE ARTS SKILLS 

Topic Ac fivltles 
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Grill Division, McGraw- 
Book Company, 1971. 



iomine, Jack, College 
RufllnesB English. 2nd 
En|ltwogd Cliffs ^ New 
Jersey 1 Printici-Hall 
inc. , 1972. 
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^PLYING FOR A JOB 
Tlmei 2 hours 

immmi mis unit wlU expost the etudent to procaduris uasd to apply for a job includini thi pi 
writtan ipplleatlon and raaums, testing precsdures, and the interview, 

OBJICtlVES: The student will bi able toj 

L Identify the quality of an outitandlng perional data sheet. 

1, Pripars a personal data sheet that could be used to apply for a job. 

3. Fill out sfflipla application forms and take a sample gineral cltrical performanci tait. 



4. 



Effictivtly apply for a job in , raon. underBtand the purpose of an intervlaw, the Intervi. 
view, and the proper way to conclude and follow up an interview. 
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APPLYING FOR A JOB 
Tlffle: 2 hours 

L iseposs Che student to proctdures usad to apply for a job including ths praparation of a 
liumi, tisting proceduris, and the interview. 



fill be able toi 

Lity o£ an outstanding peraonal data sheet, 
ll data sheet that could be used to apply for a job. 
ipplicatlon forms and take a sample |eneral clerical performance test, 
f for a job in person, understand the purpose of an iutirview, the intervlewir's point of 



aper way to eenclude and follow up an interview. 
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APPLYING lOR A JOB 



Topic 

Pirsonsl Data Shtst (Rtsunia) 
A* Purpose 
B, Content 

1. Personal inforsiatlon 

2, Education/ skills 

3, iKtraeurrleulir aativltlaB 

4 , Exparlines 

5 . Rif arincss 

6 . AppeaEance 



AeCivltles 

Have students prepart a parional data ihaet, 
Although tha |oal would be for the studints 
to prepart their own ptrsonal data shiit, 
some studints fisl uncomfortable about put- 
ting their age, etc. on a riiuni thit tht 
class can see, One way to avoid this may ba 
to iuggtst that the risumis do not nscessa- 
rily have to bi accurate foi: .elissrooffl 
purposes, Be suri to remind i students that 
a resume should sell onsself . In other wordi 
alwayi play up your itrengths and don't men- 
tion your weaknesses, 

r i.« 

Discuss in clais possible dlfficultias one 
may incountgr with a resume ; i.i,. If one 
is divorced, should this Inforfflatlon appsar 
in a resume, 



SO 



APPLYING FOR A JOB 



AetlvtClas 

Havi studt. ts pripare a perional data sheet. 
AlthQUgh the goal would bi for the students 
to prepare thilr own pirsonal data shiit, 
soffli itudents fiil unconifor table about fut- 
ting their ap, stc, on a resume that the 
elasi ean sit. One way to avoid this may be 
to suggiit that the risumis do not necessa- 
rily have to be aecurati for classrooni 
purposas, Be sure to remind students that 
a resutne should sell ontstlf. In other words, 
always play up your strengths and don't men- 
tion your weakniiiis. 

Discuss in class posaible difficulties one 
may tneaunter with a risumt; i.e., if one 
is divorced, should this Inforoation ippear 
in a resunie. 



Resources 

Meehan, James R. » et aL 
Clerical Offiee FrQeedures . 
Ginelnnstli Ohio I South- 
Wasttm Publishing Co., 
1973. pp. 5^8-577. 



Miihanj James R. , et al . 
geeretarial Of flee yrs- 
cidures . Cincinnati, Ohloi 
South-Westira Publishing 
Co., 1973. pp. 545-573; 
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mmm for a job 



Cevif Utut Qt Umt 



Applyllig for a Job to f arson 
A. fsrsennsl Dtpiftiint 

G. ^plleicleA Fsm 



D, Cleficil mi Ferfomanci Tests 
It GiSifal Aptitude 
2, Skill firfOMinei 



Activities 

Havf studtnts write a letter of 
appllcatien to aend with a riiumi* 

ArrMge for a membir of a pgrsonnsl 
dipittmint of a large organiiatlon 
to visit the elaii and diicusa what 
the organisation is sesking in tirms 
of ippgaranei, volCi and laniuage 
uiage, pfiMonality, timptrafflent, 
knowlad|i and ikills, mental at- 
titudi , ob jictlvity » self «eonf idence , 
iffietlviniss with piopli, job in- 
tittsti and adaptability. 

Have studsnts fill out SMple ap- 
plieation forM, 

Sifflulite and adiinster a gensral 
elsrlcal pirfomimee tsat, Per- 
haps ths Civil Sirviea Ttit eould 
be givin or refer to i^loyient 
tists — General Office Proeedures 
for Colleges , pp. 175, 177, 



ResQu; 

"Write an Outi 
Risume," Cari 
Curriculum Ini 
Inc. Vol, 2V. 
md-Mireh, 19 

Blacklidge, W. 
You and Your 
Ohio: Sc 
Co^anyi 



Morrison i 
The Right Job 
thi Msdirn Of 
New York J Qr 
McGraw-Hill 1 
1970. 

Woodward, Thi 
^nerai Of fie 
for CoilegaB , 
Clnelnnatls 
Pubiiihlng Cc 
pp. 175-177. 
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Teets 



Ac civic les 

Have itudinta write § Ittter of 
appliestlen ts send with a feeuffli. 

itffan|i fof t mtobif of a ptrsonnil 
dipirtnant of a larp organization 
t§ visit the Glass and diseuss what 
thi oritniiatiQn ii stskini in ttrms 
of ipjiiranea, veiCi and lan|uagi 
uaagi ptrsenaiity , temperament , 
knowlid|i and ikills, mental it- 
tltude j ob jgetivity , self -eonf Idenee , 
iffietiviniss with people, job in- 
ttrest, and adaptability. 

Have studints fill out sanple ap- 
plication fornsi 

Slmulati and adttlnstit a ieneral 
clifical performanee testi Per- 
haps the Civil Bervlei Tist could 
be given or refit to iBployaent 
tists — ^nerai Qlflee Proeedurea 
for Colleges , pp* 175, 177. 



Resourcee 

"Wtlti an Outstanding 
Resune . " Career World 
GurriculuP Innovations , 
Ine . Vol. 2, No. 1i 
Mid-Mareh, 1974. pp. 26-30, 

Blaekltdge, Walter, et al, 
Ynu and Your Job . Cincinnati, 

Soutli-Westtrn Publishing 
Company, 1970, 

Morrison, fhyllis. Getting 
The Ri^t Job, A Cartir in 



the Modern Office Series. 
New York: Grigg Division, 
McGraw-Hill Book Company, 
1970. 

Woodward, Theodore, et al . 
General Offiee Procedures 
for Colliges . 6th ed, 
Cincinnati: iouth-Westem 
Publishing Company, 1972. 



pp, 



175-177. 
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mViim FOR A JOB 



E, Thi Intirviiw 



1. Pufpose 



2. Fofmlng an inprisiion 

3. Conclusion of an interview 

4. Follc^^'Up of an Interviiw 



Actlvltlij. 

Role play aid discuss a model Interview 
in terns of appearanci, volet and lan- 
guage uiigii pirsenailtyi ttmpetsmint, 
knowlidge and skills , mental attitude, 
objsctlvlty, lelf-confldence, iffiCtive- 
nesi with pioplti Job Interest , and 
adaptability. Discuss concluding an 
intirviiw and what follo' -up proceduris 
if any, would be appropriate , 
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Acclvltlts 



Risourcai 



m Impresslen 



HEI of an Intirv^liir 



i>dl an Intarvltw 



Roll play imd dlseuas a modil Intirviaw 
In C€nDi of appearance, voice and lan- 
guaga usages perionallty, tifflptrgnient , 
Imowledgt and skills, mintal attitudij 
objictlvlty, itlf-eonfldtneg, affeetive- 
niss with pioplij job interiat, and 
adaptability. Dlseuss coneluding an 
Intirview and what follow'-up procedures} 
if any, would be approprlitg. 



Handoutg available fron 
employment agenGieSi 

Filffli Applying for a Job i 
13 oinutii . "Coi or" #3011 , 
Order frorai Eneyelopidla 
Brltanniea, 425 N, Mlehigan 
Avenue, Chicago, Illinois 
60611, 
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^n. Coronet, 1968* BEptrienced workers, interviewed at their jobs, give tips on 
t wa see applied by a yoimg man entering on a career as a newspaperman, 

13 aln. Coronet, 1968. kk Interview with two hl|h school graduates on their first 
ecognlii work of good quality, done with safety and satisfaction. Good work hibitSs 
coQcistretlfig Mid planning ^ead, can lead to a promotion , a raiie and other beniflts, 

"16 mlti. Coronet, 1968* The relationship between workir and boss is seen from both 
with supervisors md efflployees answer many questions. Coronet Films, 65 1* South 
aois 60601 

SO - Drffiatlies techniquei for office workers In working with persons outside the 

ad over the telephone. Stresses importance of courtesy and thou|ht£ulness. Encyclopedia 

50 - Dramatizes reprisentatlve office situations in which teanwork is necessary. 

51 attitudes on company morale and business. Incyelopedla Brltannlca. 

2i50 - Teachei the importance of dependability i cooperation. Initiative, and loyalty 
tt, 

2.50 - Htmourously points out earelessness in office, such as leaving lew filing 
thir traits of thoughtlessness. 

k. Business Iducitipn Films. Brooklyn, N.Y, 

elof #3019 licyGlopedla Brlcaimica, 425 N. Michigan Ave. , Chicago, Illinois 60611. 

12 min* Color #3015 Eneycioptidla Brltannlca, 
CColor #3011 toeyclopedla Britflniuca, 

as (Rental) P.O* Box 1048, Santa ttonlca, California, 90406 or purchase from Kaiser 
d» California, 

m Films, 5113 - 16th Avenue, Brooklyn, N,Y, 11204* 
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"Job ^pomnitlts m - Group L" SVI Society for Visual Education, Inc., Chicago, Illinoii 606L 
"Sicritarial Attitudes*" Buslnisi Education lllma, 
"Work Habits and AttitudiSi" Avid, 1968, 
IRACTICl SITI FOR FILING 

Bassitt, Ernest and Goodman, David. Alphabetic Filing frQcedurea . Cincinnatli South-Western Pub 

Uta. Gilbert; Stiwart, Jiffray; and Yirlan, Thioders. GregE Qulek Filing Practice Set. Evansteii 
Gregg Dlvisloni HcGraw-Hill Fubllihlni Cempany, 1965. 

Bswe Filing gractlcs Set , 2nd ad* BaltliorBt H,M. Rowe Company, 1971, 

mm 

Schiir, Wilbirt E. "Appllc^t Scriening Eroflli." Divelopid by Enployer's Servlcei Corporation..,. 
Dartntll Psrssnner Dlraetor's Handbook . Chlca|oj The Dartnell Corporation, 1969. 

HAGAZISBS 

Today's Se efetary . Order from nregg Division of McGraw-Hill Book Goipany. Editorial, businesi an 
effleiis 1221 Avinut of the Amirlcai, New York, N.Y. 10020, PubUshid monthly, Oetobar - Ma 
ena ysar's subscription,) 
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Gequp I." STO Society for Visual Educations Inc,, Chicago, Illinois 60614, 
i" Busiaili Iducition Filns. 
idisJ' kyU, 1968. 
HG 

itai, David. Alghab§tle Hline frQceduriS . Clncinnatli South-WeBtem Publishimi Co. . 19 

, Jeffrey I aid Yirlaa, "Rieodofe. Gregg Quick Filing Praetiet Set . Evans ton, Illinois j 
SteGrtw-Hlll Publlihlng Conqiany, 1965. 

it. 2nd ed, Biltlniorii H.M. Iowa Company, 1971. 

ppllc^t Scriiniftg Jrofile," Divelopsd by itaployer's Ssrvices Corporation, Found in The 
1 Mreetor's todbook, Chlcigoi Thi Dgrtnell Corporation, 1969. 



der from Gregg Dlvialon of McGraw-Hill Book Company. Editorial, builneii and subscription 
loui o£ the Afflirleis, New York, N.Y. 10020. Published fflonthly* October - May. (§5.00, 
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Af PENDIX A 

A SELECTION OF CAREER OIPORTtJNITIES IN BUSINESS 
Ganeral Clerical 



AddrMelng Haehlaa Qparatori Operates maehlne to print addresses, cade numbers , and similar informatl 
sueh as MvalQpeSj accounting forms, and advartising literatura; positions plates; staneils, or tapes 
magmzinsi places articles to be addressed into loading rack* 

Caahlar; Includes occupations concerned with reeaiving and disbursing money in establishmants other t 
Host occupations Involve use of adding machlnass cash regis tera and change makars, 

Corregpondenee Clark: Includes occupations concerned with composing correspondence and ralated items 
purpose of obtaining or giving Information. 

Pupllcatlag-Hachines Operator i Makes copies of data by means of machines. Machines frequently used a 
Multiilthy lUmeograph, and Xerox* 

Fila Clerki Records and retrieves data. Including classifying, sorting, and filing correspondenca, rei 
other data, 

Oeneral Clerk i Perfoms a variety of clerical duties utilizing knowladge of systems and raports, incli 
data and cot^lling records and reports, tabulating and posting data in record books, providing informal 
conductinf interviews, operating office machines, and handling mail and correspondence. 

Ifall Clark; Runs errands i sorts and delivers letters, packagas, and messages i furnishas workars with i 
supplies; md performs similar routine tasks In an office. 

Hall PreparinR and Hail Handling Machine Operator i Buns automatic equipment which handles incoming an( 
nail* (Only in offices which hmdle a very large volume of mall does this work require a full=tima opt 

Office Duplicati ng Operator i ^produces handwritten matter by use of duplicating machines and devices i 

Mflce H achines Operator ; Operates some of the mora comion types of ganeral office machines. Many of 
woifkers have Job titles taken from the kinds of equlpmant they use. 
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,^PENBiX A 

A SSLECTION OP CASmm OPPORTUNITIES IN BUSINESS 
General Cl«rical 



'f- OoeratM machine to print addrM.es. code numbers, and similar Information o" ijems. 
i SSs! LrSvertlslng llt.rature; positions platas; stencils, or tape, in machine 
m to be addraaaed into loading rack* 

Is cooeerned with receiving and disburalng money In establishments other than banks. 
i ot adding machines, cash registers and change makers. 

IdM occupations concerned with conposing correspondence and related items for the 
Lmg Inforaation. 

„t Makea co^es of data by mean, of machine., tochlne, frequently used are Dual Llth, 

Itleves data, Including classifying, iorting. and filing correspondence, records, and 

^rlety of clerical duties utilizing knowledge of systems and reports , Including copying 
SI reports! Siulattng and po.tlng data in record books, providing Information and 
fttlng office nachinas, and handling mall correspondence. 

iorts and delivers letters, packages, and messages! furnishes workers with clerical 
Xmt TQUttnm tasks in an offiea. 

,ch hmdle a vfery large volume of mail does this worK require a lux f 

Bapwducea handwritten matt.r by use of duplicating machines and devices. 

%„ates ioma of th. more common types of general office machines. Many of these 
ma from the kinds of equipment they use. 



63 



13 



Q 



ERIC 



PBX liliphons SwltehbQird Operator ; OpiraCes coipany private branch ixchan|s tiliphone swltehbs 
eofldngi out|oln|, and intsrofflei calls, Operatss equipffltnt relatid to tilephoni comnunieatian, 
forfflatlon to cailars and record itssiies. May ksep rtcerd of calls and toll charges . Miy Optra 
^loyeia. 

Ptrionnil Clerk ; Includii eccupations cgnceniid with asslatlng job siikers to fill out ifflployai 
iotmi iupplylag inforaatlon rigardlni company hlrin| pollciii or riquiriients ; inves£i|atlng ip 
hlste^ to ditiralni lulCibility far Sfflployienti and compllln| and kaeplni currtnt amploymint re 
rierultiint, training, promotion, attendanca, ritirefflintj md discharia of inployeei. 

gjceptionist^ -Qantral. ; Mtets the public through answsrln| teliphone and Inforination requests; 1- 
tmployteai kesps rtcords of callirs, m^ss appointmints , and Inte^iaws psopli to securi riqulrei 
dutlii miy include a variety of clerical and ffliseellansoui duties psrtlnsnt to the type of tstab; 

Mesptlonii t-^^Medlcal ; Rtcslves, dirscti, and Instructs patient In offici of physician, dentlit 
Strvicii Itois and eonfina appointments and answers inquiries through personal conferences or 1 
May isilat doctor, deiitist, etc, in houiekiepini, record kaapln|, and miscellanious duties pertli 
of istablishient. 

Rgeeptionis t^-PBX Switchboard Operator ; Performs duties of operating a PBX teliphone switchboars 
with raiponsibllltles of a riceptionist. Additional duties may Include a variety of clirical aiif 
dutlts pertlneat to the type of establishment. 

Telephone Answe rinji Service Operator ; Operates cord or cordless switchboard to provide answerlni 
ellinti, Grieti caller and announces name or phone nunbar of cliant, Records and dellvera miaii 
Informtlen, accepts orders, and relays calls. Places talephont calls at request of client and ] 
imerginfriai, Ditfe-itaraps mi files messagis. 

Telephona Soliclhor" Solicit, orders for merchandise or sarvlces over tilephone. Calli prospect 
to ^liin ty,8.5 ^if sajrvice or merchandise offered. Quotas prices and tries to persuade customer 
prepared sa}M vilk. Records nraes, addresses, purehases, and reactions of prospects solieltid. 
to the oth^tr workirH for fillngi May develop lists of prospects from city aiid telephone dlrectoE 

Telephone ^^itehboa rd Operator ; Operates telephone iwltchboards and similar equipment for relayl 
Interoffice calls, establishes conneetlons bett^een subscriberi, supplies information and calculat 
^d operates tilegjaph and slfflllar equipBent for transmitting and receiving neisages. 

Teller ; Includes ocyupatlons concerned with disbursing and receiving money and recording transae 
piyroll telliri handles ■ayrolli and problems connected with them, 
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% fte^^tar- Ooerttis coapany private branch exchange tilephoni switchboards to ralay in- 

K.rility1or1=pl^e»ti coopiUnl mi cuK»t employmant tecorda, 5uch as 

piomotton, sttendanee, retirement, and diaohatge of employees. 

lifeett the public through answering telephone and information requests; locaces 

iiof cJlet. makes appointments, and interviews people to secure required date. Additional 

fciety of flekell and miscellaneou, duties pertinent to the type of wtablishment. 

lEeceiv... dlreeti, and instructs pati«it in office of physician, """f 

SfSms appointments and answer, inquiries through personal conferences « 

^tTet" in housekeeping, record keeping, and mlscellweous duties pertinent to the type 



ft. J, 



t rtyps of istrtiislmenti 

Ih.. Ofi^ratar. Operatis cord or cordless switchboard to provide answtrini strvlci for 

nSn^hL nu^sr of eUant .acorde and dajivars ^^^^^ 
ItM, and relays calls. Flacii tilaphone calls at rsquest of clitnt and locates cllsnt _ 
1^8 and flits massagii- 

lollcits orders for metehandise or services over telephone. Calls P"«P«'Jf . 

ice or m^rchaldise offered. Quotes prices and tries to persuade cus mer to buy using 

land siBiilM aquipment for transmitting and recelvini messagas, 

iations conetmid with dlsburaing and ricaiving money and recording transactions. As a 
payrolls and problems conntetsd with them. 
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|;;; A SELECTION OF CAREER OPPORTUNITIES IN BUSINESS 

• Typiwrltini 

I ^tQMtlc Typswritit Oparator: Oparatis equipment such as AutOMtlc Typewriter and Tape and Card Typsw 
|Aaieodas tapes and cards and prograas this iqulpment for special applications. 

g; Clark ^Igti A elark-typist has a grfater varlity of other clerical duties to ptrfom in addition te 
g;jFerfemg ginaral elirical work requiring use of typewriter in majority of dutiisi (1) coiplles and ty; 
f^v.v^lllg, ipplicitlon fonns, shippini tickets, and other mattsr from clgrlcal records; (2) files ricerdi - 
;. (3) posts Inforfflation to rteords] (4) sorts and distrlbutis mail; (5) answers telephone; and, (6) eoi 



using addin| fflachlne . 



vv foras^lst: Tym information in the approprlats blaijcs on prtviously printed foras, such as Insuran. 
;:. . waybilli, mertgagis, md la gal documents, 

: mX Preparing and Mail Handling Machine Q paraton Runs autoiatlc squlpmint which handles Incoiing and 
, Mil. (Only In offices which handle a very krp volume of mall does this work riquire a full-tlii opti 

pStaClstical Typist; Obtains data mi makes the neeassary coiputatlons for reports of a rather complex i 
-TypiS and dlstributis thesi reports and may be required to duplicate them. 

:^ .Stenell Typist: Spinds Mjority of time typing duplicating makers for use m fluid, stencil, and offsi 
;;,,;,.tokas corrections and insures quality of work for fflultlple copies. 

|:^ Megraphlc Typewriter Operator ; Operatis a maehlni basically the saae as ^ mmtiUt that is conntcti 
I limllar machine in another |eogrsphie leeatlon, making written mesiages capabk of transmission, 

igfmscrlb lng Maehlne Operator ; Transcribes infbnatlon dictated at an earlier time from vQlci-wrlting i 
typewrittin form. (Dictation may havs been recorded on plastic belts, fflagnttic belts, magnitle tap 
K;Qr plastic discs.) 

A typist spends lost of the time typiwritlng as the main job assignment and typei letters, ripa 
'^^ iotmt addresses, or ether straight-copy material from rough draft or corrected copy. May verify totals 
HlQtns, fiquiiltlons, or bills. May operate duplicating machines to riproduct copy, : 

Operatis a V^i-Tym, which is a proportional spaeing machine that can autofflaticilly iuit 



^efates^equip^^ as Automatic Typewriter and Tape md Card Typewriters (MCST). 

praiM|;thiB7e^ for special applications. 

^a|^ater;?yarlety of other clerical duties to perfora in addition to typing, 
^uit^;t^ CD coffipilea and typas reports, 



ffljg|tldcet8y:!^ from clerical rteords; (2) files reeerda $nd riportsi 

mail; (5) answers telephone ; and, (6) co^utas amounts 

||iiif,thei ipprbpr^^^ blanks on previously printed forms, such as insutinet pelicles, 
jficiuments. 

feaciiAne bpeirator ; Runs automatic equipment which handliB Incoming and outgoing 
B^^^^ a volume of mail does this work require a full^tlms opirator.) 

iafaid^^.m computations for reports of a rather eomplex nature, 

irt8.;(and:.^^^W to duplicate them. 

Jpfttlrae^^^ t^^^ masters for uie on fluid, stencil j and offset duplleatori, 

Ality of work for multiple copies. 

•. ....... 



.I^bp^fiiites a machine basically the same as a typffl?rltgr that Is conneettd to a 
apiiic location, making written messages capable of transmission, 



iTtanscribes information dictated at an earlier time from voice-writing equipment 
Soh may have been recorded on plastic belts, mapatlc belts j magnetic tapes, wire. 



Itti^ time typewriting as the main job assignment and types letters, reportSj stencils, 
|ht:-copy 'material from rough draft or corrected copy. May Virlfy totals sn rsport 
May operate duplicating machines to reproduce eopyi 



per, which is a proportional spacing mr^hlne that can autonatlcally justify right 



Stinoiraphy 



AdfflinistraEivs Seeretagy ; Pripiris incpmi tax riperts for her ampleyirs gathers information foi 
.j^gtlngii pripares payrolls mi budgats, keeps confidential periDnnal ricordsi dicta tts littars 
for othsr siGritiflis or stsnographari to transcrlbi and trains and suptrvisis gthtr sicritarlti 

Clerk StiaograBhi; * tost beiinning itinographirs art claaslflid as clirk itano|raphiri* Takis 
ghoEthand of Gorrispondincij riportSj and ether matter and transcribas dletatad matarialj using 
Pirfoifffia varlaty of clirleal duties. May transcrlbi matsrlal from voics tnaeijkinis. 

Sceeutiva Saeretary i lakis notes at maatings, dois ptrsonal shopping for imploysr, kiSps parsor 
rteords for eaployars praparss employer^ matarlal for trips ^ kiaps amployir-i chackbookj hslpi 
Ineoffii CiX riportSi halps plw and organi^a of flee social affairs, htlpe intirtaln visiting ousf 
riprsiantativis and may iupsrvlst other clirleal smployais* 

Junior Sacretary i Jtolntalns a follow=up file, makes travel and hotil raiervacions j prepares trJ 
riqulsitiens suppllas and keeps aKpanii ricords of employer -s travels in addition to the above i 

Ligal Secretary ; Works for an attorniyi a law flrmi or a ligal dipartmint In an organiiatlon* ^ 
exicuclva assletant and naeds to produce extrimely icourata work'i 

Ifedleai Sgeratary * Often writea oorrispondincej typag reports, complates fonaSj and works with: 
fflatirials* ^Is oeeupatlon is found In hospitals , aidlcal clinicis smltarluM, nursing homaSp 
departfflintSi insurmai flrma, and prlvata doctor's officair 

Sietitary i Takes dletition and transcribii notes, does leniral filing j makag appointments, ans^ 
reutss eallirs, reads mi sorts mill, ksips a rtcord of appointments, types from amployar*s long 
'dictation directly on thi typawrltiri maintains a clipping file or scrftpbook, marks articles to . 
mlaaographlng and opera tas adding or calculating maehlnis. 

jenlor jeera t ary i Assists with pripgrfttlon of rsports, composes routlni wrlttin conmiunicatlons 
struetlons, liii customirs and maati the public, githers information for reports, makis digisti 
iittarSj or books for amployari and gathars Mterial for spiichis, 
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Jl^mECTIOK OP CAMEI OPPOBOTITIES IN BUSINESS 

Stinoiraphy 



li'iPrfepafii incdme tax rtporti for her tmployer, gathers information for fflonthly board 
ttd'b^^ confldsntial personnil raeordi, dlctatss lettiri and mimorandumi 

'^iiiinoirapheM to transcribe and crains and suparvises other sicrstariea and elerlcal 



^Ifbeitoniag stisographiri are classlfiid as clerk sttnographers. Takes dictation In 
^^iiTf^wts, ffiid Qthir natter and transcrlbei dictated material, using the typiwrlter. 
^laj^'d^^^^ tranicrlbi matirlal from voice machines. 

||Ki-netia at nsitings, dots personal ihoppliig for employer i keeps pefsonal financial 
plJaW i^loyer's mattfial for trips j keeps employer's checkbook, helps employer prepare 
^llBlmvaad erianlze office social affairs , helps entertain visiting customers and braneh 



^^tas a foU.ow*up fllij makes travel ^d hotel rtservations, prepares trip ItlnerarliSj 
Sfkeeps ixptnse records of employer's travels in addition to the above activities. 



Kntids to 



attbrnty, s law firm, or a legal department in an organiiatlon. He/she is an 
uce extreoiily accurate 



|||;writei eerrsspondence types reports, con^lttes forms, and works with a variety of 
itiflftt is found in hospitals, medical dlnlcs, ianitarluBs, nursing homes, public health 
lirnB, and private doctor's offices. 



Itlon and tranicrlbes notes, dots general filing , makes appointments, answirs telephones and 
r^a abrts mail, keips a ricord of appointments, types from employer's longhand notes, takes 
Ihi typewriter, malntalni a clipping file or scrapbook, marks articles to be clipped, doei 



stes adding or ealeulatlng machines, 

Sts with preparation of rsports, eomposes routine written communications from oral In- 
^rs and meiti the public, gathers information for rsports, makes dlgists of articles, 
^pioyer, and gathers material for speeches. 
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^tehofiraphflrs Mii dietition and ttanicrlbas notii, My do soma filing, may answar telephones and rou 
"* do Eoutitti cliEical work, 



^dfflieal giggitaryi Wprka for sclintlsts in sueh fieldi as chamiitry, physlGs, MthiMtics, and blola 
i^pfoptmrn dita malyst. Hi/sha also acts m an adalnlstrsfcive iiilstanfe. 



SELECTED TITLES OF BUSINESS OCCUPATIONS* 



:AecQMC Aaalpt 

Aceatmtmtj Cartlfied Public 
Aeeouotantj Cost 
Acdoiuatiati Tax 
IgAccoiffltlng CliEk * 

p&eluarlal Clgrk 
l^i;Addliig-lkehlRi Operator 
^^!&idEiaiia|4Iaehini Operator 
Aijugtaint Clark 
idniiilgtratlvi Asglacant 
lacraelva Secritary 
g^llf^AdodiilitEaeQ;, SoQlal Welfare 
•^ifftlslai Copy Wflttr 
Advfrtiglng Ltyout Man 
pi'Advirtising Solleltor 
lii .rAdyertlslsg Space Mg^urer 
m% DigpiCch Clerk 
guator " 



|lSAudltor 
pyvBaianca Clark 
|?:'vjaak Cnhiir 
|;|BiUto| Clirk 
pIvBond-' Clerk 
JjBoofctog Agint 



|||"BookkiipiE 
^{Budgit Clark 



Buglnese Aggnt 

Calculatlng-Maehine Operator 
Cashlar 

Catalog Clark, Supply 
Classiflsd-Ad Clerk 
Gliirln^ouit Clerk 
Cltrk-^piit 
Codi Cltrk 
Coding Clark 
Cofflparlson Shopper 
Cons oil Operator 
Control Clerk 
Cost Clark 
Countir Clerk 
Coupon-CoUietion Clerk 
Court Reportir 
Cradlt Man 
Data Typist 
Digital- Computer 
Demurrage Cltrk 
Director 

Duplleatlng-Machina ^arator 
Elietrotyper 
iKecutlVi fliiaf 
File Clerk 

flliSj Seirchar/Rasiarchir 
liscil Clerk 
Foreman 
Oensral Clerk 
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Girl Friday 
Hospital Adminlstrr 
Indixer 

Invintory Audit Cls: 

Inventory Clirk 

Job Milyst 

Key Punch Operator 

Lai^ Clerk 

Leadgf 

Linotype Operator 
Mall Clerk 
Mall Racker 
Machini-Reeords Mt 
Onager 
Margin Clerk 
Material Clerk 
Medical Sicretary 
Mesiinger 

Mimeograph Operator 
Mutual Clerk 
Parl-Mutuel Clirk 
Payroll Clerk 
Property and Supply 
P.B.X. Operator 
Pirsonnel Clirk 
Post-Offici Cltrk 
Prineipal 
Processor 
ProgrannBer 
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jafimd tiimserlbei notes i laay do soag filing, My msmt teliphonei tod route callers, 



ppBilsfifelits te iuch flslds as chtiaiitryi physleSi mathiiBatlai, md biology or for 
^/ahi ^so aeta as an adndnlstfaclvi aseistant* 



SaiCTED TITLES OP BUSINESS OCCUFATIONS* 



Business Agent 

CaiGuisting-Machlni Operater 
Cashisr 

Catftlog Cltrkj Supply 
Classlflad-^Ad Clerk 
Clearin^ouse Clerk 
Clerk^^piat 
Coda Clerk 
Codini Clerk 
Coi^jirlion Shopper 
Consols Operator 
Control Clerk 
Cost Clerk 
CoMter Clerk 
Cotspon-Cellictlon Clerk 
Court Reporter 
Cridlt Mm 
Data ^pist 
Dlgitai-Conputer 
DeQurragi Clerk 
Dlractor 

Dupllcating-Machlng ^eracor 
Electrotyper 
Exeeutlve ^ief 
file Clerk 

Files I Starchgr/Reiearchsr 
Fiscal Clerk 
Foreman 
General Clerk 



Girl Friday 

Heipital AdmLniitrator 
Indtxer 

Inventory Audit Clerk 

Invintoty Clsik 

Job Malyst 

Key Pimch Operator 

Law Clark 

Leader 

Linotypi Opirator 
mil Clerk 
Mail Hacker 

Machint-Ricords Unit Supervisor 

Manager 

Margin Clirk 

Matirlal Clerk 

^dlcal Seeretary 

Missenger 

Mmeo graph Operator 
Mutuel Clerk 
Pari-Mutuel Clerk 
Payroll Clerk - 
Property and Supply Clerk 
P,B,X. Operator 
Persoimel Clerk 
Post-Office Clerk 
Principal 
Processor 
Progranffier 
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Froefreads; 
. Fufch^lng Aggnt 
Rieiivir 
Bicords Mglygt 

Shipping Clirk 
Shoppic 
Solieifisf 
Ssjftiif 

Sortiag-Michint ^aratgr 
Stiplif 



StiElstiGal Clerk 

Stencil Cutter 

Stenographer 

Stenotype Operator 

Steriotypir 

Stock Clerk 

Stock Control Clerk 

Storekgeper 

Supirintsndsnt 

S^ntrvisor 

Sapply Clgrk 

Switchboard Opirator 

Tabulitin|-Machlne ^srator 



Telefax Glirk 
Tiligraph-lVpili 
Teletypi Opirat 
Tilltr 

Travil Clerk 
^plit 
Typo|raphsr 
Varl typist 
Virlfier Opirat 
Warehomgmin 
Wholisaler 
Xefography Opas 



*Clariaei 1, Lovtjoy, loveioy-s Garggr and Vocational ScHoqI Guide , 
1967, (I6J0O 



Third Edition, New Yorki Sinon a 
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Statlitlaal Clark 

Stenell Cutter 

Stenographgr 

StaioCype Opirator 

Sttrsotypsr 

Stock Clerk 

Stsek Control Clark 

Stortkeeptr 

Superintsndint 

Suptrvlsor 

Supply Clark 

Switchboard Qparator 

Tab uli ting-Machine Operitor 



Tiltfax Clerk 

Telegraph-^twrltir Optrator Oiiif 

Teletype Optrator 

Teller 

Travel Cltrk 
^plst 
lypographer 
Varitypiit 
Verifiif Operator 
Warehoi^gD^n 
Who lis ale r 
Xirography Opiritor 



Career and Voeatlonal Sehool Guide . Third Edition, New Yorki Siinon and Schuiter, 
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;^|HllSIGATIOHS - FIRST DOOR TO YOUR BUSINESS 

SELP-IVALUATIOII CUCK LIST* 
Jjf' ... STRUCTURED FIEDBACK WORK SESSION 

: .:;;to8Wif tht fellQwini quiitions by circling YISi SOMETIMES, or NO. 
; fltiss IndlMti if you givs your par Cner the following important inforaitlon, 

NO 



li Did you tall hli/hiE your nani? YES 

2i Did yeu glvi your job tltli? YES 

3i Did yeu glvs tha name of yeur 

; L .eriaaiiitloa? yes 



NO 



NO 



4. Did you iptak cliarly tnough 
, (l.t,, ilewly and distlrietly) to 

■ ;■. bs hiird lad undaritood? YES SO^TDffiS NO 

J. Did yeu tneeufiga eemmunleation 

by diiictly ieoklng at your partnir? YES SOMETMS NO 

.fit Did yeu think your preasntation wai 

Intifistlni? YES SOfffiTMS NO 

7. Did you glvi ineugh information for 
your partnsr to undtratand your job 

funetlon? YES SOtfflTMS NO 

CoB^isyeh Systensi Inc., 1974 
mm H Cl/74) 

*Thli Mtsrlal has bein loanid to MGPS by Coiipsyoh Systemic Inc., Human Fictori Division, 4676 Admirj 
Jtertaa dil Riy, Calif omla 90291, " 
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. saF-p^uATioN mm, list* 

STRDCTUEED FIEDBACK WOBK SISSION 

by clral^g IBS, SO^TI^S, or HO. 
itgava your piftniy tht fbllowlni iaportant infonaatlon. 
If'namit YES NO 

Itli? YES NO 

iy ; ■ 

P - ^ YES NO 

t 

(i§tly) to 

j) ' YES SOtffiTDfflS NO 

fe:.... 

p- V 

paftnir? YES SOfflTDfflS NO 



ffintatloa was 

fansatlon for 
your job 



YIS SOMITIlffiS NO 



YES SOMTI^S NO 



1 ■ _ ■ _ _ _ 

mi to HGfS by Co^iyeh Syatens, InCi, Human FacCors Dlvlflon, 4676 Admiral Highway, 



^0291, 
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:GOpISlGATIONS - FIRST DOOR 10 YOUR BUSnfflSS 



PBITEST 



HOW MUCH DO YOU COmiCATl* 



Havi yeu ivtf itopptd to think how much of your 
tlmi Is gpent In eoBUnlcatlon ef one lort or 
mother? ISm much tim ^ olnuCii and houri » 
do yeu istlniata you ipind on each of thi follow- 
lug activities In thi courgi of a working wiek? 

1, Telsphonlng 



2, Scamilng, sorting, routing 
nail 

3i Listening to the boss 

4i Fasslng on instructions 
erally 

5* Typing 

6, Composini littsrs 

h Recilvlng dialing with 
visiters 

9. Operating duplicating machines 

lOi Proof mding letters , reports, etc. 

Ill Keeping office recoi'ds (appoint^ 
menti, personnil, payrell, etc) 



12. Hslping prepari written rsps 

13. Liitinlng to other employiii 

14. Riadlni and clipping niws- 
papers, lagazlnis 

15. Tiklni and trinscribin| 
dictation 

16. Gollicting Information for t 

17. Pl^nlni your work 

18. Making travel or hotil resii 
tlons 

19 i Filling out office ferns 
Outside the officii 

20, Listening to thi radio 

21, Watching tilivislon 

22, Tilephoning 

23, Talking with friendi 

24, Writing litters 

25, Reading hooks and iagazlnes 



*rhis matirial has biin loaned to MCPS by WITA/TELEVISION, Channil 26, Washington, D,C. From 9 

tforteook , p. 4. ^ - 
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illJSOl m TOtm BUSINESS 



tee tftink hoi? mieh of your 
ipal cation of ona sett or 
;« toutii ind houfi - 
m^^t th§ follow- 
ilje^iuf of a working week? 



HO^I MUCH DO YOU COIMmiCATl* 



m 



W - 



illng with 



Sirs, ctports, etc. 

r|eo;d3 (tppolnt- 
tj'; payroll I stftt) 



12. Htlplni prepart wiitttn riperts 

13. Listining to othsr g^loysii 

14. Isadlni and clipping niws- 
papir§} magailneg 

15. Ttking and transcribing 
dlccacion 

16. Cellsctlng Information for reports 

17. Planning your work 

18. Making travil or hotel riserva- 
tiong 

19. filling out off lei forms 
Outside thi officti 

20. Listanlng to the radio 

21. WatehJni television 

22. Tilephoning 

23. Talking with frltnds 

24. Writlni IsttefS 

25. Reading books mi magazines 



p^rtmid to MCPS by WETA/TILEVISION, Channtl 26» Washington, D,C. From 9 to 5, 
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;;QIMMUNICAT10NS - f lEST DOOR TO YOUR BUSINESS 



J#lc^: P' the abovi would you conildtr nencdnnunicatlon activltlis? 



m ■ 



r.Hhat othir parts of your laily llfi, in and out of the office, would you eonildir neneonmutiicttlon 



act 



Iftit. ether eofflfflunieatlon aetivltiea do you parciclpats in? 



[■f'V ... 



73 



l^ensldif noneoiimunicatlon activities ? 



Ly life i In and out of thi offlcep would you consider noncoimunleatlon letlvlclis? 



.vltles do you partlalpata In? 



73 
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COMMUHICATIONS - FIRST DOOR TO YOUR BUSINESS 



BARRIERS TO ORAL (AURAL) COMMUNICATION AND HOW TO OVERCOME THEM* 



BARRIER 


LlfrENER CAN OVERCOME BY: 


SPEAKER CAN OVlj 


1 . Tuning QUI the speaker because 
he is uninteresting. 






2. Not listening because of the 
ipiikar^s delivery or appearance. 






3. Tune out because of dislike of 
ipeaker's apparent attitude (belliger- 
ent^ know'it-all, overly apologetiGi 
etc.). 






4, Becoming overstimulated==either 
in agreernent or disagreement -= by 
sometWng the speaker says; stop lis^ 
tening to plan rebuttal or supporting 
aigumenti 






S. Jumping to conclusions on basis 
of first few words; often reach the 
wrong conclusion. 






6. Closed mind; won'r listen to 
contrary rpinions^ mind made up and 
hear only what you want to hear. 






7, Tuning out the speaker because 
of emotional reaction to words and 
phrases. 







*Thii aatirlal hai been losnid to MCPS by WETA/Teliviilon Channel 26, Washingcon, D.C. Froffl 9 
Workbook t pp. 16-17 
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ST DOOR TO YOUR BUSINESS 



AURAL) COMMUNICATION AND HOW TO OVERCOME THEM* 





LlfTENER CAN OVERCOME BY= 


SPEAKER CAN OVERCOME BYi 


iker because 






ise of the 
larance. 






if dislike of 
ide (belliger' 
apologetic, 






ilstid=either 
imtnt - by 
lys; stop Hi- 
If supporting 






ons on basis 
m reach the 






•t listen to 
made up and 
to hear. 






iker because 
) words md 







isn loaned t:o MCPS by WETA/Televisioii Chmn^l 26, Msihington, D,G. From 



COmiCATIONS - FIRST DOOR TO YOUR BUSINESS 



BARRjER 


LlffTENER CAN OVERCOME BY: 


SPEAKER CAN OVERCOME i 


8, Refusing to listen to difficult 
inaterial. 






y. worn bamers; fail to understand 
words; spsaker not using them in the 
sinsg understood by the listener. 




i 


iw« ui;wuJllv aU liiYUlVgQ IflXIni nOlSS 

that losi the gist of what Is said. 






I if usienmg lor lacts lo nard tnit 
miss ideas. 






li. Yielding to distractions; letting 
mind winder easily. 






13. Mind wanders bicause you think 
fasttr than speaker can talk. 






14, Won't llstin beciuse you talk all 
the timi 


-= - 





t ER1C153 



USTPiER CAN OVERCOME BY; 



SPEAKER CAN OVERCOME BV 



ERIC 
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COWUNiCATlONS UNIT - 
FIRST DOOR TO YOUR BUSINESS 



HOW MUCH DO YOU INFER?*^ 



*Riprlnted from "Comraunlcation" 
by Kilii? Aluminum and 
Chimlcil Compiny 




Which of the following statsmints are truii false, or cannot t 



**Thls fflitir^il has bain loinad 
to MCPS by 5ffiTA/TELEVlSlON, 
Chaniiil 26, WiihlfigtQnj D, 
J^rQffl .g to 5 StudenE WQrkbOQki p. 5, 



El 55 



n 





(T) 


CF) 


1, Ths Jortli family ewns a TV set . , . . . ■ 


( 


) 


( 


) 


2. Johnny ii doing his hotniwork whili hi 










watches TV 


f 


) 


( 


) 


3. Johnny's fathir is a stgckhQldir > 


( 


) 


( 


) 


4. The mm is showing a aesni from i Weitirn , 


( 


) 


( 


) 


5, Mrs, Jonis is knitting a sweatir 


( 


) 


( 


) 


6, Mr, Jonis Is a cigar imoker 


( 


) 


( 


) 


7, Thirg an threi people in the room , . . , . 


( 


) 


( 


) 


S, The Janes family aubssrlbis to TIME, 










LIPI and FORTUNE 


( 


) 


( 


) 


8, The Jonf 1 family consists of Mr, Jones, 










Mrs. Jonei and Johnny * . 


( 


) 


( 


) 


10, Thiy have a cat for a pet 


( 


) 


( 


) 


11, Thiy Bfi witghinf an ivtnini television %hm , 


( 


) 


( 


) 



Which of the Mowing itatiments wt true, falsip or cannot be answirad at all? 




feERjC 
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1, Thi Jonis family owns a TV Sft ■ . ■ • • • 
Johnny ii deing hii hoiniwork while he 
wBtfihia TV ...... ' 

3. Johnny's fathsr Is a itoekholdgr 

4. The scrtin li showini a scfni from a Western . 

5. Mrs. Jonis ii knitting ft sweatir 

6. Mr, Jonts is a ciiar imoker . 

7. There ari thrii piopli in tht room 

S. The Jones family subicribii to TiMEi 

LIFE and FORTUNE ....... 

The Jonii family caniiits of Mr. Jonii, 
Mri. Jsnei and Johnny 

10. Thty havf a sat for a ptt 

U. They are watehing an tvening ttlivisian ihow 



{ ) 

( ) 

( ) 

( ) 

( ) 

( ) 

{ ) 



{ ) 
{ ) 
( ) 



(F) 
( ) 

( ) 

( ) 

{ ) 

( ) 

( ) 

( ) 



I ) 



( 1 



( ) 
) 



( ) 
( ) 
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CmDNICATIONS - FIRST DOOR TO YOUR BUSINESS 



BARRIERS TO COMMUNICATION - ONE-WAY GOmiCATION* 



A, Idintlficatlon of lajor bartitrs 

1, Our attltudis aid prajudlcas 

2, Our infertncas 

B, Discussion of Barritrs to Conmunlcation 

1. Interpritatlons baitd on oral axperiinci 

a, one of the clais iimbarB to deaerlbi thi 
pieturi orally whlli the rest of the class 
draws froi the deBcriptien. (No questloni 
allowed, ) 




b, Coipara drawings and eoment on difficulty of 
using words which exictly convey whit you irs 
seeing what you ire ijcparltneing lo that 
othsrs will sea it. 

c, How cm you make your oral cofflfflunleatlon mort 
iffictivi in the offici? 



*This Mtirial his been loaned to MCPS by WETA/TELBVISION. Chmnal 26, Wishlngton, D,C. Froi 9 
Workbook p. 14, 
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i TO lom BUSDIISS 



BARRims TO COMNICAIION - ONE-WAY COMJNICATION* 

Ai Idinclfication of major barriers 

1. Our ittitudis md prtjudiees 

2. Our Inferances 

B. Dlieussiea of Barritrs to Communieatlon 

It taterpritations based on oral experlince 

a. Ask ens of the claii neiiirs to deseribt the 
pieture orally ^lli the rtat of the clais 
draws from the deierlption, (No quastions 
illowid.) 




b, CoWare drawings and eomant on difficulty of 
using words which exaetly convey what you art 
sieing — what you art experiiaclni so thit 
ethsrs will see It, 

, c. How cm you nake your oral communication mori 

ifftetlvi In the office? 

aid to m$ by WETA/TELEVISIONj Channal 26, Waahington, D.C, From 9 to 5 Studant 
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COMUGAflO^-FIBST DOOR TO YOUR BUSINESS 



WIA Ail ixirelii, studsnti &m ask questions of speaker (fifd-bgsk)* 



TWO-WAY COMMUNICATION 




RaVi ioiione turn their bick ind dissrlbe the gbove design, itudents then try to re-create the 
Virbal description. Studinta isay agk quggtlons, 



YOUR fil^^SS 



li studints cn'isk quest 1^^ of ipeaker (feed-bick)< 



XHO-WAY COMJNICATION 




Lf back and describe ^hs above deilgn. 
Itudents my agk queetlona. 



Students then try to fe-critte the above design on the 



IONS - FIRST DOOR TO YOUR BUSINESS 







/f \ - )Hkt\ LSVIlS OF ASSTRACTjOH I 

^ m ioo hiflh J 




ire -tiDQ high 
VPIFIAILE 



riferents are ofEen HAZY (see pap 7) 



r 1 .J^'^ '^'^/n (PSYCHONEUROLOGICAL 
oUCH ^^J^ ^Hj ^t,^^ baekgfQunds are not th 

— =//dV\\ /viYhK "^Q^'-^l- different. 

^uJp i^S'^Al LX Our ser^ses are not identicj 

So-o-o our judimefus may ^ 






'*A fugi ptani feeds smillir craft by maans of a pipilini llki 
umbilical cord/' 




BUT-^a fuij plana is not a mother, has n-o faslings; thart ii i 
biQioilcal **£Qnnaction!** 




"the party of tha first part does hareby ralinquish to purchasi 




title to said real property locatad 12^ I3^N.W. 




(i.a., Smith no lonpf owns 24 Parker St.) 




wo 



hood^ youni SEudant 
brats^yDung childnn 
darner woman 



anpl - wilUbihavad c 
iarth-shakar - ona whc 
much good 



*Thli mitirial hii been loaned by Chaiining L Bite, Inc. ^ Gmnflild^ Maiiichusitts 01301, 
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^^ FRir 



UTO YOUR BUSIKESS 





(vhen Vmu Of Ae$1|ZA£riOH I 

•aire la© high J 



fefefents are ofEin HAZY (see pa|e 7) 




IT'S Iff 
OUCH li^'JyiQT cg^p 




(PSYCHONEUROLOGICAL PROBLEM) 
^^Chj Qyr baekirounds are not the sama, 
fES^LVg^ are diffafant, 
^ Our senjai are net identical. 
Sq=q-q our judgments may var/. 



n9y be 



fuel plane feeds smaller craft by means of a piptlini like an 
umbilical cord,*' 

BUT-^a fuel plane is net a mathar, has to ferlinis; there js no 
bioloiicil ^'connection!** 



the party of the first part does hereby rilinquish to purchaser all 
tie to said rial property located 12 t3^N,W. 

(i,i.. Smith no lofiiir owns 24 Parker St.) 



hood- youni SEudint an|e[ = welNbehavad child 

braiss young children earth=shaker a ona who dots 

VM<OP^& dama^woniin much pod 

etc. 



mned by Channin| L, Beta, Inc., Grginflald, Massachusitts 01301. 
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COMfflimOATIOSS • FIRST DOOR TO YOUR BUSINESS 





blankat atatamanu based 
en in insufficiint simplini* 
Opifiion is not fact unliss 
virifiabli by corfoborativi 
avidence. 



''South Amerian 
hot food!" 

(did you ask thenr 
(do thiy ivef lit 




^ "1 saw a man 
with hii coat 
J collir pullid 
] up run out of 
/ a iuparmarkat 
I with a bi| bagr 



He didn't 
want to 
be sein 
er ciughL 




TRUTH cgniists in ^ 
idiig having riftrence 
to ^1 thingi.i^just ai 
a useful MAP rifari 
accurately to real placai, 
Se physical and psychs- 
logicil contixti ihould 
match in B ways, 



(timi sequancs) J ^ finally, I s 



8.5PATtAU 



(ipica arfaniamant) 

(cauia and iffict 
&fran|amant) 



"Tha foyi 
room bay© 
door jaadt 




itrii 
to in iccid 



8 
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ERIC 



im fiooR 10 YOtm businiss 



blanket statemfnts based '^ "South Americans like only 



hot feodr 



OV£^ J on an insufficient samplln|, 

^ ■ • I ■ ^ (da thiy ever ait oran|eSf) 



avidanca. 




foofl 



M saw i man 
with his GOiE 
coliar puikd 
up run out of 
a supiFmarket 
with a bi| ba|!'' 



WiTH 




want to LjgpgMENT7 

ba seen | ^ 

saw i inaa^ 
lookini thiif rice 
,oQ^s1 QUE of the supirmarkit 
wiEh stolen loodsj " 



Of caught 



TRUTH cQniisti in 
ideas havmi rafirince 
to rga^l thinis.^Just ai 
a useful MAP rifers 
iccurataly ta real placil. 
So physica! and psycho 
lo|ieai contexts should 
^ mitch in 3 ways. ^ 



4 



A. IttMPaPAU ' 

- (timi saquinca) 7^ finally, I sltpt." 

8. SPATIAW 

(ipaei arraniemint) 



ate; 




(GiUii and iffict 
arraniir 




*^Thi foyiF opins Into a livini 
room biyond which is a |lasi 
door ]eadin| to a patio/' 

*-Thin tires plus spiidini liid 
to an acddint/' 



^rX^^dW\ 

"^llMtnitCAIIOKS « FIRST DOOR TO YOUR BUSINESS 



Mi'^:'- "- mmmimim for resiEiTs 



lid;":- 



"^totlvstid Laarnlni Through Struetured Fiedbaek"* 



' It C^csgn with ygyg obieetlvii 

Half do fou git your idsas and information across to others? 
If: Ai AGeiptlni risponslbility for conyaying your ideas to others eiearly, coffiprihsngiviiyi yel 



Bi ^in you are awara of the way you eomwiicata you are able to get an 1 ,aa across better i 
§ff§otively» 

Ct The irror of omiision la the moet eostly in tems of tlmii money and hi^n relations, 

D, Four kiy eleaints of conmleationi 

1, Verbal - avoid mutual mind riidln|s ask for clarlfieation when in doubt 

2* Written - organizing your IdiaSi eross ahicking for undtrstaiding 

3i Monverbals leading others to think they are getting their Ideas aerosi 

4# Llstinlng ^ eKutining your response to ideas md instructions that you feel are not 
or worthwhils 



*Bia Grlvsr^ Robinson j Fr^kil thsory of "Motivated Leaming Through Struotured Feedbaek" Is a ie 
Jj^roving eofflmunleatioii skills. A variety of feedbaek teetailques are used to provide eontinuou 
org^iiid information to eorrset individual oomanlcatlen errors and eidimee perforaanei, Thi 
Fsidbaek" chiory aid teehniquts wars divaloptd by thrie principal offlesrs of Compsyeh Syitemsp 
Jamitte A, Grlvar^ Prisldent; ftorgot B. Roblnsonj Sanlor VlGe^Presldanti Ra^ond A, Frankil, ^ 

This mattrlal hai bten loaitd to MCPS by Compsyeh Systitnsi InCii 4676 Admiral Midway , Marina d 
California 90291* Ixoerpts from thi forthcoming book, Improvtog Your Comunlcatlon Skills , by , 
jSilyiri..Jfar|ot B. Robinsons md R^mond A, Frankil, _^ _I 
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tea:; 



sw/ GlMflJNlCATIHG FOR RESULTS 

it : "Mstlvited Liirnlng Through Strueturid Ittdbaek"* 



'■9- 



itaa and Infomatlea acrois to others? 
nihility for eonvaylni your ideas to others elearly, comprehensively, yat eenclsely, 
^ of the way you eonffluaieatt you are able to get an idea across better and mora 



liilon is thi most eostly in tirms of time, money md humm relationi. 

||-".;, ^ 

Ita of coimunlcatloQi 

piwid lautual nlnd reading, ask for clarification when in doubt 
P^ergmlglni your idias, cross checking for understindlng 
laadlni otheri to think they are getting thilr ideas across 

fc;^3iattintn| your response to Idiaa and Instructions that you feel are not important 
" or wortMile 



Iwaakel theory of '^tlvated Learning Through Structured Feedback" is a method for 
|& skills. A variety of faadback techniques are used to ^^^f . 

Ptd correct individual eomication irrors and iiAmce performance, The Structured 
fechaiquii were devilopid by three principal officers of Goysych • 1 ' . , . 

liidenti fkriot B. Robins^, Senior Vice-P«ildent| l^nd A. frankil, WQa-Prealdint 

feoaaad to by Co^sych System, Inc., 4676 Ad^ral Hi^way. Marina del 
ictrpts from ths fortheo^ng book, Improving Your Comunicatlon Skills, by Jeanetti A. 
[ffnseaT-aBd^teyinond A i Frankil, „^^^.^^ , . 
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flJ/:': - COMMUNIGAIIONi - FIMT DOOR TO YOUE BUSINESS 

(2) 

COMUNIGATINO FOR RESULTS 

II, Cgneern lof youreslf i 

What is your it^act on etherp? 

A, Bs mm of how you say whit you have to say - your isituras, facial exprissio: 

B. Avoid sindlng double lissaiis. Bi certain that your verbal mssaage dois not b- 
aid bodily posturi, 

C. Put Intifast Hid inergy Into your comunicitlon, This inplies coinltBient to y 

D, Bi able to look at your job in tiras of what you can do for it, and what It cf 
Clarify your job risponsibilities and itatus to yoursilf mi your eolleapes. 

Ill, Coneiga for others 

How do you intiract with others? 

A. An overall Interestid and aeciptlni attituds en your part is cruoiaL Jse you 
positivsly to put your msssage acrosi. 

B. Criatlvi Ustinlng is m art and a "mist." Writing down messagts from others , 
you visual rtfirablllty. 

C. Leara to bi piriuailvi. Gain other people's trust and respiet by bilng optn-n 
yet cmdid, Be alert to both their nitds md your own* 

IV, Crltleal areas of awareness in developing your eomunieatlon skills — 

A, Infomation content - cirtain iptelfic facts to be given to others. 

B, Virbal techniques - your spiech patterns and voice style. 

C, Nonvirbal beha^or - your gestures , facial expreeslons, and body oovtiints. 

. 82 
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pi'..' ^2) 

fel^-. COMJNICATIKG FOR RESULTS 

Egelf 

of hew you whit you havs to say - your |esturts, facial expr^slonSj body movefflents. ^" 

Riinaing doiAli missigas. Bi esrtain that your verbal msssagt does not belle your manner 
pdlly posture. 

ferest and ener^ Into your comunlGatlon. This Implies commltMnt to your listener. 

K to look at your job in terms of what you can do for It, and what it can do for you. 
l^/your job riSpensibUltiss and status to yourself and your eolleapis, 

^teraet with othtrs? 

pail Intartsted and accepting attitude on your part is crucial. Uas your personality 
^l^ly to put your messagi across. 

fei llstenini li an art and a "must." Writing doro miisages from otheri helps by givlni 
&usl rsftrablllty* 

fr- ■ - - ■■ 

Ito be piriuasive. Gain othsr peopls'i trust and respect by being open-minded, frlandly, 

ftdid. Bt alert to both their needs md your own, 

li- awarenasa in daveloplng your eoTOunleatlon skills 
Wtlon cofltint - certain ipeclflc facts to bt given to others, 
^'ti^aiquis « your ipeeeh pattemi and voice style. 

m'~ " " _ ^ • 

behavior - your |situriSi facial expressions, and body aovsmtnts. 

m " " 82 
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V- Tiicj^ijjOKS UNIT - FIRST DOOR TO YOUR BUSINISS 

BRIEFING THI EffiCUTIVE* 

g^PPSIITIONr Ortlly cemimlcating IMPORTAKT INfOmTlON to your bosi in i LIMITED amount of TIME. 




^■Ki GEHm COHSIDERATION About thi Art of Briefing 
|C- ftfseaility of tht Bosii 

P;- What kind of MOOD li ha in todiy? (Observi tnd Listin) 
j^: .;.; ...:Ari tody's DAILY ACTIVITIES affictlni his mood? 

|f ' Whta to Brief i 

Uii your JUD^NT,. 



What to Briif ^out; Appointniants 
Put Infermatlen iji PRIORITY ordir, Dally Sehidule 



Tlii Avillabli! Tiltphons Cills 

If; Organization 



I ' Whit you must do! WHAT YOT MUST DO 

Kisp a dally ricord of li^ortmt inforfflation at your disk. 
Arrangi It la PRIORITY order hefori ths briiflng. 



HOW TO BRIEF 



Miatallyi ANTICIPATE the probleii thit aii going to reiult from what you ari about to till your joss 

Orallyi Optn with a BYNOiSIS 

Infonaal QUISTIONS m MSWIRS 
' start with most l^ortoit Itei first mi lilt what thi bosi should be aware of. 

LISTM 

CLOSE by stating what has been done and what needs to be done by both you, the sscritary and 
' Physleallyi Durlnf the briiflng, take notes — lo that you can vtrlfy that you both did what you mm 
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^IWOR TO YOUR BUSINESS , 

BHIFIIIG THE mCUTIVI* 
ttog tiffORTAHT IKFORMATION to your bois in a LIMITED Mnount of TIME, 
^tht of Brief log 

■ 

pit ifi today? (Obgerve and Us tin) 
^nTIEi af fiGting his fflood? 

■ . ■ 

p Appolntfflints 
§k0RIT¥ order. Daily Seheduli 

|;-:..: Mail 

i;; Tiltphoni Calls 

terOU MIST DO 

pE; 4ji)ogtant Information at your dask. 
^ ordar before the briefing, 

P HOW TO BRIEF 

liobltias that are going to result from what you are about to tell your bosi, 
IIS 

1^ i^SWERS 

P^jortant iten first and list what the boss should be aware of , 

his biin done aid what needs to be done by both you, the sieretary and by your boss, 
mim* take notes - so that you ean verify that you both did what you were supposed to. 

m 

.,.,,.,,„„..„.. . . .... 
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COMMUNICATIO^&r^IT - fIRBT DOOR TO YOUR BUSINESS 



Bifore Briefing s 

Furaish toporCmt inferfflstion 
BfifflSniar time limit 
Conaldef bosa^s mood 
Usi Judgment about whan to brief 
Orgfflalzi britfin| infomatiDn by kieping a dally 
record which is irranged in priority ordtr 



Duflngt 

Be natural and informal 
Lis tin 

AntlclpaCs problems 

State what has been done ^d what 



*PiMsslon for MGIS to uii this fflaterlal was granted by the U»S, Civil Sirvici ComliilQn, Waihii 



COMMDNICATIONS UNIT - THE SECOND DOOR TO YOUR BUSINESS 

CLEM, DISTINCT ENUNCIATION FOR THE TELEPHONE* 

The foUowlni ixpressioni ire eoimonly run togither into unintsl31|iblllty, (Try- that word for ai 
ixtrelse.) How often do you hear — and say wonchoo, har'yaj jaet jitj glnnner, snorning', want 
face eonvirsatlon, you ml|ht get by, but on the telephone, you netd to be absolutily eliar and dii 
say* The sounds usually slurrad havi biin undirllned, Praetice theie phrases, btlng iure that 
and tmTy syllable li heard. 



mi chin 


iolng to 


must havi 


did you ii 


m hour 


had to 


midi £f 


don*t_ you 


as yet 


havi ^ 


put thMi 


need to J 


It all 


heard hir 


ought to 


want to 


cateh thill 


idta £f 


saw hir 


was hi 


Gouid have 


ins t Sid of 


should havi 


whit did 1 


for him 


kip t It ^ 


somi more 


would havi 


for thsm 


kegt^ th im 


that^ one 


get you 
won ^tjygu 


f oriet him 


griat^ 


this oni 


got it ~ 


lit^ ma iii 


this mornin| 


what do 


give h:ta 


lii him go 


t£~go 


h w ari yj 


gl^ li 


might have 


t£ hear 


ean't^QU- 
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mnm 



Be natural and Informal 
Llstin 

Antlelpate problemi 

State what has besn dont and what is yet to bt done 



During: 



a^|isLg€d in priority order 
B6 this Mterlal was |Eanted by the UiS. Civil SarviGe ConmlSiioni WashinitoEi, DiC, 



f SECOiro DOOR TO YOUR BUSINESS 

If: 

' CLMR, MSTINCT mmCIATION FOR THE TELEPHONE* 

I art eomonly rim togithtr Into unlntelligiblllty* (Try that word for an inunQlition 
ffjbu htar and say wonchoOi har^ya* jsit jat, glmmarj smornlngS wanni? In a faea^ 
|iit gtt by, but on thi tiliphoni, you need to bt absolutily clear and dlstinGt about wl 
rslurrid have bien undtrlintdt Iractici thesi phraitSp bting surt that ivery consonant 



heard htf 
Idga of 



hivt to 



going to 
had to 



muit have 
made ££ 
put them 
ought to 
saw her 



did you jat yet ? 
don' t yo u 
need i£ 
want to 



kegt thim 
gria4 deal 
iet^ me s§8 
lit him go 
might hsvi 



ins t tad of 
kipt it ^ 



aoM 
that_ £ne 
thlg on@ 



this mornlni 
t£ go 
to hear 



should have 
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ICOMMDHI^OT UNIT - THE SECOND DOOR TO YOUR BUSINESS 

f^ltare Ai^e a Words and Fhrises To Practice for Claarir Inuneiatlon; 

^jfaf Separating ^rds * If yeu speak too quickly, you miy run oni word Into the next. This mikis your i 
^htfd to imdera tudi For iKampli i 

fe= Bay Did It Sound Like? 



1. Did you evif pay him? 

2. Imj ara you today? 

3. Do you undirstwd? 

4. What did you do last night? 

5. I told you I'd go with youi 
I, I haard you comi ln# 

7. Could you some it noon? 

8i I wroti yeu lait wiik, 

9. Did you ivif htar from Fred? 



Djivtr payim? 
Howr youdiy? 
^uMiirstan? 
Whadjudo last night? 
I toljuh Vi go with yuht 
I haard juh coot In. 
Couldya eoms at noon? 
I wrotacha last weaki 
Jiver hsar froii Frid? 



fat Prottsuflelne SylUblss « Many words iri mlipronounead (or sound as though they wari) bseausa of sli 
|r or Offllttlni syllabli's* lomi words are mlapronoimced beeausi of syllablis biin| addid, For ejcaD^lii 







Wrong 


Right 


L 


extraordlniry 


ix-tra-or'dl-nar-y 


aK-trawr-dl-. 


2, 


mischiivous 


mli^chsi'vei^us 


nls'ehl-^vui 


3. 


camara 


cam^i . _ 


CM-ar-a 


4. 


dlrietery 


dlr^rac'try 


dl-^ric'to^ry 


5* 


ivery 


iv*ry 


iv'ar-y 


6, 


fidaril 


fid'ral 


fad'ir^al 


7. 


anvlromtnt 


an-yi'tm-inint 


in-vi ' run-^mint 


8. 


hundred 


hun'dird 


hun'drid 


9, 


prarogatlve 


psr-og-atlv 


pra-rog'a**'tiv 


10. 


applicable 


ap-^li^ka-bul 


ap'U-ka-bul 
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DOOE to YOUR BUSINESS 

lliBis to Practice far Cliarir EnuQclatloas 

speak teo quickly i you may run ont word into tht nixt. This makis your conviriatlon 

™ Did It Sound Like ? 

Djtvtr payiffl? 
Howr youday? 
Dyurmerstm? 

night? Wiadjudo last nl|ht? 



you. I toljuh I'd go with yuh, 

I heard juh come In, 
Couldya come at noon? 
I wrotiehi lait wiiki 
iir f rom Fred? Jevsr hear from Fred? 



Itoy words are ffllspronounced (or sound as though th^ wtrt) bicausi of slurring over 
M;- words are nlipronouneed becausa of syllablis being added , For exa^lt: 

ft Wrong Rl^t 

— 

ft-'- ■■ 

ex-tra-oE'dl-nar-y ex-triwr'di-nar-y 

'0: ffiis-'chee ' ves'^us nii ' chi^vui 

I;'. eam'ra em'sr-a 

dlr-fic'try dl-rte'to^ry 

W' tv'ry tv'sr^y 

I fed'ral fid'tr-il 

f-. tn-vl ' em-ment in-vi ' run-msnt 

p' huri'dird hun'drid 

p per-og'atlv prt-rog'a-tlv 

fe ^-ii 'ka-bul ap ' li-ka-bul 



comncATio^ - the second door to your business 

AIE YOU PH0N06ENIC? * 

Clrelt the nunibsr in thi fight ^hand colmn whleh best dsscribis your usual telephoni praetieis 
EtBSfflbtr, this list ts to hilp you bacc^i mors phonogsnte. 

wffiN YOU mmi m mom, do you . . . 

1, Knew ixietly hw to use yout Initruffiint corEiCtly? 

2, Lit it ring until it Is eonvenlsnt to answer? • 

3, AnswiE bafdfi ths second ring? • 

4, Lift thi Eieilver to sllince thi rini, but finish what you are saying befors spiaklng 
te the eallif? " " 



te the eaiiirf 

S. Gut in en anothir's convsrsatlon by not ehioklng which line is ringing? 

e! Sound chsiEful and buslnisslikt rathtr than %lm and disinteristsd? 

7. Say "Hillol" 

8 . Announei yeur depaEtmint nami and your name? , 

9. • Ask, 'me'i calling?"..., 

10. PEiSS thi button assoeiatid with the Ineotning eail bafori liftlni the receivsr? 

11 Usi Misi oE jfri. with yoiff nami so the callir knows how to address you? i..... 

12! Ustin attsntlvily, rwking an tffort to |it the eallir's nama tht first timi he says it? 

13, Spiak fflori loudly than usual to bt sure ths othiE ptrs on hairs and understands you? .... 

u! Ask quistions taetfuUyj phrased as requeat, not a dgmind? 

is. End a eall eovfftiously = lay "goodbye" and "thank you?" 

16 . Speak dlreetly into the raouthpisce? • * • • • 

17. fiEch' tht phons on ens ahoulder if it looks like a long convirsation so that you can 

do somithing slse with your hands? ' 

18. Glvt your calliE undivldid tttintlen? • 

19! Usi the "hold" button proper ly? • 

20. Continue sorting the mail or arraniing the filing as you talk? 

ai. Talk ag fast as possibli to get finished quiekly? • • 

22! Leavi the phone lying on ths diik while you eall somioni to the phons? 

23. Havi a pencil and pad ready? 

24. Lit the ealler hang up first? • 

25. End youE eall by riplaelng the recelvir gtntly? • ■ 




filE SECm 0^ TO tOQIl BVSIKESS 



ABE YOU FHONOGINIC? 



ifife tight-hafld eolmn discrlbes yota uiusl teliphont praetlees. Be honistjnow - 




iiiit4iiil|>«ififiili*fti 



, DO YOU . , . 
pge ufls yera instrifflrent eorrae 

^t^>it li cQityantsnt to answsf ? i * . • . • 

Hi>'/fi@0O|ld Vl^g? t|t|||l|l(|||lfl!l!(ii|!«iitilil(l*>!l!>'t9i 

^to iiliriei thi ring, but finish what you are laying bifors speaking 



k^ft't (i(laiii*titttf<i((fil«litiill>iiiii««*li<«ili***ii**>* 

eoiwsrsatlon by not cheekln| whleh line is ringing?,,, 



BM-^buslniisUki rathsr than glm and dislntirtitad? 

fe'-. ■ . .... 

fTi •fp»iii|fi#il|ittft99iiiifi 

Ipartmint mm and your nami? 



^>=iic»iiilfi*ii|itftft99iiiififiiiiiiiii«*ii<lii<»!*l«<<* 

iii#iiiiiiiiii9iifi9i9ii«ii« 



If 



f#fCfiffig9ii«itifliiitfftifi!i«i!fiiiit*liif»«ii 



lftglifl«!i!ii 
ii«9«ii*iiii* 



• fit 



i # ■ i i ■ ■ 



iiiiiiilgilii 
i ■ 

• •iifiiiff 



iti^l<iiii 



iltlillll! 



^iioelatid with ths Incoming call bsf ore lifting thi r iGilvir? . . , . 

P^ith yota natQe so the eallef knows how to addrgse you? , , , , , 

Baking in effort to pC the caller's name the first time he lays it? 
Kthin usual to. be sura the other perion heari and undirstands you? , 
lltfully, phraiid as rsquait, not a dimand? .t.iii.ii 
^puily - sty "goodbye" and "thaiA you?" 
tntp thi i&outhpliQgt • • « # g ■ i # ■ 1 « « ■ # f « 1 1 i i ■ • • # « • > ! ■ ^ « « 
feti ont iheulder If It looks like a long Gonviraatlon 



^Isi with youf hands? # « # • * ^ « 
^ifldividid attintlon? 

buCCOn prOpSrly? t»9i'fiiiiffpiigiiliiiitiitiiii«ii*ii 



iiii««i«l»t#iii#ifi**i 1 
fii|fCiigil4 ifilffliiBii 



f * i # i 



Iphi^ffiall or arranging thi filing as you talk? 

|pd§sibli to gat £ Inlihad qulokly? . i # ^ < t « . . « « t # 1 1 . ■ i 
llylng on thi dtsk whlla you call spmaoni to tha phont? 
^§ pad ready 

^ng up f lifit? « i 

pliplaeini the riGilvir gently? . « . i . p i « « . • 



iilii iliif*iiiifi>i lt«iiii^fi 



i f * ■ ■ 



i 9 • i i 



io that you ean 



• fill 

i * f • • 
f i * i I 



i f i i ■ 



f » # i i 



iiiiiiil! 



iififiiili 



liiiiilfif 
ftiiii«i9l 
ifiiiitiii 
iii liiittf 
• tiiiiiili 
f4l«9i94#l 
iffflffifi 
iiiiiifiii 



i i ■ ■ I 



i i ■ 



• i 



9 I 

i i 







¥i 












n 




i 

i 




< 




z 


0 


1 


2 


3 


3 


2 


1 


0 


n 

y 


1 




3 




2 


1 


n 

y 






t 


n 

y 


n 

U 


1 
i 


1 


3 


J 




1 


y 


n 

y 


1 


1 


3 


3 


2 


1 


0 


0 


I 


2 


3 


n 


1 

1 


2 


3 


0 


1 
1 


2 


3 




2 


1 


0 


0 


1 


2 


3 


0 


1 
1 


2 


3 


0 


1 


2 


3 


3 


2 


1 


0 


0 


1 


2 


3 


0 


1 


2 


3 


3 


2 


1 


0 


3 


2 


I 


0 


3 


2 


1 


0 


0 


1 


2 


3 


0 


1 


2 


3 


0 


1 


2 
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pm/TlI£VISIONi Channil 26, Washington, D.C. 
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GMNIGATIO^ UNIT « m 8100© DOOR TO YOUR BUSiraSS 

ARE YOU PHONOGENIG? 



' m mQim a gaii, do you - 

26 • Lssk up thi nt^ar first mi hivi It wlttan iom in front of you as you dial? 

27, Dili inf oration for i nmbar fithir than look It up In the phone book? 

28 i Apologlis if you gsc i wrong nunibir? i i i i i i • 1 1 1 i 1 1 1 1 1 § i ■ i < <•«<!•• iii t* nii ■ 

29« Imidlstily stati what thi eall le ihout? « i . « . # i . » i . . . « . . ^ i « . . , . t , 1 1 , i . . « . , 

30i Wilt for i dlsl toiii bif or§ dialing? , • » # ^ 1 1 « • . , i * i ^ 1 1 1 • • • ■ • • ^ i . . # . 1 1 . ■ » . . # « • # 1 1 • . . 

3li PliQ whit you ira going to siy bifort you call In order to savu time? «i , 

3if ehiok whit llBii ari In uii and depriSS eorraot button bafort lifting raciiver? ,Mii 

33i Allow tlEQi to answtr (about 10 rlngi) ,,,, mp. 11*11111.** 

34i Ufflidiataly Idantlfy yoursalf and your offlci whin thi oaUsd parson aniWiri? .«,,«ip 

Jli Have dlffleulty tamlnatlni the call whan thi buslnise Ig cgmpletid? liiiMii # 

36i Glvi 0 liar and understandable Information? , » ^ • 

37 « Raquist InforMtlon In gueh a way ai to gat the complite story without havlng^ to 

saka aKtra oal Is ? iiffifffff#fifiiifftffiitiifiiiiifiiaiiiffffffifiifi«i 

38« Hava a ffsquently-'callad niffiibefs lilt for quick raftrince? i 

mm m mm your mom mmmid, do you - 

3^ ■ X^at it ring UnanSWarad? !ifitiff|iiffiiiffitifiiifiii!ii!iiiiiffiiii|iffiif*iiili!f>f 

40, Ask somione to aniwir Itj calling her how long you'll be gone and where? 

wffiN m mm calied is not present- do - 



(•••■•If 
•■iiii*i 
ifiiiiii 



i i i i i I I « 



! i • • t 



i ^ i > ■ # i 

it fill 

if ■ i i i 
tflti'iii 



41« Siyi '^Ha'i Qot hari'' and hang up n »«.*** 1 , i « * « # i « « .mi*. 

42, Offar to ba of aislitanoa or take a miSiagi? ^ « , i i # * • « * * « * ** * * • • • # « 1 

43 i ^ansftr the eall to someone who my pafhaps ba of asslstanea? 

44, Fill out MSaaga form QorraQtlyi 

i i i noting data and time of oall? ■ * * «« «***««***• * « t ■■«■«••■••■ t ■•*•!•■* ■ 

. , tVirlfylng ipilllng of eallar's iiMi? * ^,,,1...,, 

« , if epaatlng and vtrlfylng phoni nunbira? 1 . ^ • ^ « . ^ ^ 1 « « • * i ^ « . , « ^ « , 

• i iripSitlng thi niiiiaga orally? # • ■ i ■ • • 1 1 § f • . ■ » i ■ i # • 1 1 # • • # • ■ # 1 » • • » ■ # • # • 
, , limiting down thi measaga whan It Is raoalvad? ^•,»,.. 1*^1^*^.1 

45, llaoa suriagi whifs It will be aura to ba sain? i*i.Mi>*** iiiiiiiiii.i 

46* Maki aviry iffort to ba lanuinaly haipful and courteous , no matter how difficult 

tha Oallar WB-y ba? ■ii|iiiiiii!iiiiiiifMiiitliiii!ii«i*i*tiiiiif 

47 i Sat craplata information baf ora leaving tha line? 1 1 « 1 1 « t , i . if i »«, i «,« i<«.f .«««>••«* « 
48i Tall thi eallgr, '^alt a minute^" and isavs thi Una without any other explanationl , 
49i Lit the aallar waltj no mattar Iqt^ it takis you? ^ ^ 1 1 1..^ i ^ 1 ^ , 
50; " Report "baek~to'^^^^ avary 60 iiconds to ffliki a progriss rtport? ,,..ip, 

SI, Tail tham to eall you baok latar if It will taka longer than a couple of minutas to 

find tha InforMtion thay dailra? i.**** |iiiiliiiii**t!f*i*9iiiiii*ll****i***i*iit 

52i Su|gist that you oall them baok if It will taka mora than two alnutas to gat tha 

information? iiiiittiiiiiffiifltiiitiififiifiiiftfififfiffiiift'ifiiiiiiifffi 
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§gIWjSKO© DOOR TO YOUR BUSINESS 

m YOU PHONOGENIC? 




fitilt ifti have It wrlttsn iom in front of you ai you dUl? , , 
f OT^.A: nifflbif fithsE than look it up in the phoni book? 

J@t S 'Wf n Unfe ^y f itllfll4ifii4iili«iiitigifiifiiifiigfiiiftii 

|iti: wM^^ is ibaut? ,,,,, , 

-^^^^ dlftiin^f ifiiifeliiiciiiiiiiiififiiiiiiiapiiiiiiiiiiii 

|l£i:;:|pini-^^^^ you call in order to im% tlffii? ,i, 

.B||!?;iri In Mi and diptiss cowiCt button bifors lifting reQiivir? , 

pl^WiV (about 10 f ings) * • i i » « . • * « i . • * , , i • « i # t # e ^ . i ,«,,«. i ^ 

^p^if; yomrsilf ind yot^ offleg whan che callgd pgrgon aniwirs? 

^|ri^imiMting ehe^^ the businiig la Qomplgtsd? ,,,, 

^laflifitindrtla iafoE^^ , , , 

ilWilen in luah a way as to gtt the oompliti story without having to 

^^J^*^ • taiifitttffitltiigffllffitffiitiiiiiiiffiiiiiiffiff 

eallid nmbtfi llsC for quick rafarsnci? . . , , 



» > i ■ 

4 f • i 

• f ■ I 
i i i » 
t I • I 

• i i » 

■ III 
i i i i 
i ■ c I 
i i • fl 

■ I f ■ 



^■.PHOp UHAt'raiSED, DO YOU - 

|jff;;tnMir It, tillln| Mt how long you'll ba goni md whera? , 

IS NOT TOISENT, DO YOU - 



^^Y-^^ flOV € and han^ tip filf«ifiliitiiiaiiiiiif|i!fii!ii«!|i|iiiiiiiiiiiiiii 

■ assii tancs^or tak@ a ^sssags ? iiiitiiiiiff<iifififitfiiftfiiiti«iiiiff« 

^lill to Bomom Tfho may pgrhaps bg of aBslstance? , 

•Agg form eorf getly^ 
i^ats and tisis of oall? fei»«iffi«i«iiifiiig*iiiiiiiPiiiiit!ii«iii>ir 

^tfig ipillini of aaller's nami? ■ i » # i i . . « « i ■ . « « i . t • . i i# ■ i . . , . 

and virifying phoni nua^srs? «• « i .■..«■ igi t .■..■»•.. i i ^ i « i . i # 

;. ttt3: Q@SSag€ oral ly ? fifiiititiiifffffftiiiiit!i«!fiiilfiiiii#ffiifiii 

tha mi§is.gi whin it is rioiivad? i . . . . i » i « i • # 1 1 , « « • i . . 1 1 . i # « « , < « « 
f^irt it will hi siffi to bi Siin? i t i # ..««.•» ,i i,. 1 1 ^ i , i i 

itort to bi ginuinily hslpful and Qowtiouss no mattir how dlffieult 

^pa^; b€? fitt,t»iiiliifiiit4lfliil>!*iii*iif««!ii4«iiil4iiiiiiii 

tion bifo^i liavlng tha lini? i i « i « i i ^ i , i ^ . 



„ *Ttelt a minuti/' and liava thi lini without any othtr iKplanation? , 

^wsiti no Mttsr how lo^ it takig you? iiii«ii,i,g#i, 

|thi waitini eallir iViry 60 saconds to makt a propais riport? .i-iip, 
iftll you back latir if it will take longgr than a eoupla of minutis to 

US^OSSatiSa ttiay daSit a? itiiii«iiiiiiiiitiiiilii«iiiiiiifiiiii«i«|fiffif 

aall £bim bask If le will taka nora than two mlnutee fie get fihg 

PQ^!-'' - ^- ^*iiiti«ii4(gilfliiiif*iiltiiliifi«ii«ifii«ii»ii«ii#iiiiii«i|iiii 

mm O 
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COMJSICATIONS UOTT - Til SlCOND DOOR TO YOim BUSIlffiSS 



WISH TRANSFERRINS A Qkll, DO YOU - 

S3i Hate sure that thi persDn to whom you ire tranifiritag thi call can hilp thi eallif? 
54* Si|nal the Dpirater with rapid and cQntlnuous dapriSiings of racilvir button? e 
55 i Exp lain thi riason for transf sr? , • ■ « 1 1 > 1 1 • ■ ■ # ■ # i ^ • iiti i < i #■#■••« it f i * i # «••■•! i « 

56, Give the cuitemet the rm% of the person who will talk with hlmf !«. mi 

IF TK PERSON YOU ME CALLING IS NOT IN, DO YOU - 

57 . Quickly ask to havt him cill you back , |ive your mm and hang up? , . . « i # i 1 1 

58. Liivi i miiSigi which is clear ^ conclsi and complete? i , g i i i ■■■■ t • 

59, Maki suri the person taking the TOisage records your name and nMbar correctly? ,iMi.* 

SCORII^J Add up the clrelid numbari. 

30 or belw^ you*ri rgally phono|enie| 3840! pretty goodj hut you natd 
a little sprucing up; above 80; you need a lot of work! 



9 
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raw . THE ilGOrai DOOR TO YOim BUSllESS 
m A CALL, DO YOU - 

^opMStot with tipld and contmuoui dept.isltig. of ,...,..,..„ , 
JaS^rthT^'f the p«.o„ «h, talk «Uh hl.T 

m m CALUHG IS NOT IN, DO ^ou - 



itiifiifiii''*- 



Lfc to hava him call you back, glvi your nami and hang up. 

Sage which ia clear, conclsi and complete? ' "t," "n^^^rHv? 

It-^son taking tha msum racordi you. na.. and n^ber co«ictly? 



3 

> 



oili: 3 

0 



Qii|: 

Oil|2 



IP the cltclid numbirB, . „ an- arettv aood but you need 

e biiowi you'ra rsally phonaginlc^ 38-80. pritty good, y 
lltfcli sprucing up; abovt 80: you need a lot of workl 
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COMMUNICATIONS UNIT « Tffi SiCOND DOOR TO YOUR BUSINESS 



bAMPLl TELEPHONl CONVERSATION 

Teliphoni Rings 

Mrs, HayiS! "Good morningj Adn:iniitrattva OffLci, Mrs. Hayii,'- 

"Hij Kithy^ thii is To(n Raprs from tha Trainln| Divliion* 
"Yiij Mr. Rogers. What can wa do for you thii morning?" 



Cillifi 
Mr Si Hayisi 
CaUsr! 



^*Willj Vi llki to Sit up an appolnttnint with Ha Ian Johnson to discusi har preaentitioc 
Siminar neKt Wiiki"- 

Mfs, Hayii^ "Oh, yii| I know sha wintad to diicusi that with you. Whan could you mmt with htr?" 

Callari "I'm pritty tiad up thii walk * , * I know, maybi wa oould havs a lunehion maating, Wc 

Sii If iha oould miit ma for lunch on Fridayi" 

Mfi. Hayes: "Alright. Sha*i not in her off lei right now but I -11 check har calandar to aei if ihi 
ichaduled for Friday at lunehtirai. Would you like to hold on a minuta whila I eheek t 
you rather havi mt call you back?" 

Caller I "Oh, surs, Til wait," 

Mri, Hiyasi "Thank yoUj Mr* Rogara. I'm gM^g^ to put you on hold for just a mlnuti while I chick t 

^ it -k -k -k ^^^^.^ ^ * ^ * ^ * * 

Mrii Hayeij "Thank you for wilcini, Mr, Ropti* Aeeordlne to Hilsn's CAlendari shi Is frit for lua 
day, rvi put your nanta on har calandar with i brlaf note to call you if she can't mat 

lunch. " 

Calliri "Graat, Tall har I'll maat her in har office at 12:00 on Friday and wi'U go to lunch 

Mrs. Hayesj "Fine, I -11 laava her a nota that you will meat har in her offiea at 12i00 on Friday i 
can't make itj iha should call you this afternoon. Your aKtenaion is 4587 isn't it?" 

Caller: "Ri|ht. Thanks, Kathy* Goodby." 

Mrs. Hayii: "Sas you on Friday^ Mr. Rogari, Goodby." 



*P8rttiiilon for MCPS to uii this material was grantid by tha U,S* Civil Sirvles Commliiioni Washlngteflp 
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SECWD DOOR TO YOUR BUSINSSS 



S^LE TELEPHONE CONVERSATION* 



ilni, Adminlitratlvi Offlcij Mra, Hayii." 
f, this is Tom Roiefa from the Training Division J' 
Rogers. What can ws do for you this morning?" 

i Itke to let up an appointmsnt with Helen Johnson to dlseuss her prtiintatlon for ray 
ixt wisk," 

1 know ihi wanted Co dlscusi that with you. Whin could you meet with her?" 

ty tlad up this week . , . I taow, maybe m could have a lunchaon meeting. Would you 
S cQuU meet me for lunch on Friday," 

Shi 'i not in her offlea rtght now but I'll check her calindar to sii If ihe has anything 
a for Friday at lunchtimfi. Would j^ou like to hold on a mlnuci while 1 check that or would 
tr have me call you back?" 

, I'U wait." 

u, Mt, Rogits. I'm |oln| to put you on hold for just a tninuti wHili I check that," 
**** ***** **** 

u far waltlngi Mr. Roiers. According to Helen's calendar, she Is free for lunch on Frl- 
i put your ntmi on her calendar with a brief note to call you if ihe can t maki It for 

Tall htr I'll meet her in her office at 12100 on Friday and wt'U go to luneh ffora there." 

ni leavt her a noCi that you will mset her In bar office at 12:00 or ^Friday and if she 
i it, ihi should call you this aftarnoon. Your eKtinslon li 4587 isn't It?" 

Thanks, Kathy. Goodby," 

Ctt Friday, Mr. Ro|ers. Goodby," 

iW this materlil wt? "ranted by the U.S. Civil Sifviea Coimiislon, Washington, D,G. 
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CO^WUNICATIONS UNIT - THE SECOND DOOR TO YOUR BUSINISS 



AFFIRMATIVE CO^MENTS EXERCISE - Bad Example^ 



hmyi "Pifionnil, Jenny." 

CaUir: -'Hlj Jinny, Thli Is Barbifa in PayroUi I need some information from the files 

if you can find it for mi?-' 

(Pauie) 

^'jennyi are you theri?" 

jinny* -'Sufii Go ahaadj' 

CalUri "OiKij I neid the hiring datii for three imployieSi Their namei are Dorothy Jam 

♦ FlCggarald, and Jiffriy Sehiiffef* 

Jinnyf "1*11 look, 141 eall you back/' 

Hingi up. 



IF YOU WE^ BARBARA, HOW WOUID YOU FEEL? 



*Pimliiion for MCPS to uai this matirlsl was granted by the U.S. Civil Ssrvici Commission, 
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IT - THE SICCSJD DOOR TO YOUR BUSINESS 

AFFiroiATlVE C^ENTS IXERCISS - Bad Example" 

feiiennil, Jantiy*" 

'HI, Jtnny. This ii Barbara in Payroll. I need some information from the files. Could you see 
,f yeu ean find it far me?" 

(Psusi) 

'Jinny J are you thire?" 

'Surg, Go ahead J' 

•e.K., 1 niid tht hiring dates for three amployiii. Their names are Dorothy Jamison, Robert 
Pltigitald, and Jeffrey Sehaeffer. 

I'll look, 1*11 call you back," 
langi up. 



IF YOU mm BARBARA, HOW WOULD YOU FEEL? 



S to uat this latirial was granted, by tht U.S. Civil Service CoMdsaion, Waihlngton, D.C. ^ g , 
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GCmilCATlONS UNIT « THE SECOND DOOR TO YOUR BUSINESS 



ANALYZE THI FOLLOTlNG TELEPHONE CONVERSATION* 



Mlas Smith; 


Hart's olflci. Miss Smith spiiking," 




"This is Jim Brcwn. May I spiik to Mr, Hitt?" 


Hies Snichi 


"I'm iorry, Mr. Hart's not in," 


CaUtr: 


"When will ha be back?" 


Mils Smitht 


"Oh, iround thrii," 


Callir: 


"Would you hivi him call me please?" 


Hisi Smith: 


"Sura, what's your number? 


Cilli. ; 


"647-0059" 


Hiss Sniich- 


"0,L , Mr. Brown," 


CiUiF: 


"Good-byi," 


Miss Smith: 


"Geod-bye," 




(Waits for Mr, Brown to hang up.) 



What did Mill S(nlth do eorrietly? 



Whit are soine thin|S Miss Stnlth ml|ht havi dons to improve this conversation? 



*Piriiiiion for MCPS to uie this latsrial was panted by the U.S. Civil Service Coimisiion, Washington, D 
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S1CC5ND DOOR TO YOUR BUSINESS 

mmZE Tlffi FOLLOWING TELEPHONE CONVIRSATION* 

's ©fficSi Miss Smith ipealsln|," 
Jim Brown, May I ipeik to Mr, Hatt?" 
f, Mr. Hart's not In." 
1 b§ be btck?" 
Bd thrte," 

!U have him call me pleaie?" 
lit'i y§uf nufflber?" 

r. Brown," 



IE Mr. Brown to hang up.) 



srrectly? 



i Sffllth might have dent to Improve this convirsation? 



■ J u i-u* IT c NwHI ^prvice Conailsilon, Waihington, B.C. 

»• this mktUl wai grmtid by the U.S. Civil birvice wnmis. 
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COMMI^ICATIONS UNIT * m SECOND DOOR TO YOUR BUSINESS 

WHAT WOULD YOU SAY TO THE CALLERf* 
How WDuld you improvi upon thaii iEatatnants? 

L Hold thi phona. 

2p Whit do you want? ^ 

3, Who^i this? 

4p Mr. Grant's busyj can I cakg a niesiage? 

5, 0*L We'll taki cari of It. _ 

6. Hillo, 

7i Just a mlnuta. 

8i I can't haar you, 

9i Hi's around tha office iomawhire, 

10* I guiii ha-i still at lunch, ^ _ 

^-11, Whites your nama again! . _ 

12, Mri* Johnson lafc word that iha's not to ba disturbad, 

13, What do you want to talk with Mlii Olson about ?^ " 

14i Spill your name* , _ 

15. Yeah, iha'i around hare somawhira = hang om _ 

16, Giva nia that numbar againi _ 

Ih Call back around two, , __. 

18. Hi'i not herei 



*Pir!iiliiion for MCPS t© uia thii matirial was grantid by tha UpS* Civil Sirvice Gommiiiion, Washing 

92 



E SECOND DOOR TO YOUR BUSINESS 

WHAT WOUW YOU SAY TO THE CALLER?^ 
upan thiie itatimantsl 



can I take a [Lias a age 
Ifi of it. 



1 it lunohi 



word thit shi'i not to be dliturbid.^ 
to talk with Mils Olion abQut? 



id here soiniwhsfa - hang on, 
two* 



Si-uie this ffliterlalwas grantid by che U.S. Civil Sirvice Commliilcn, Wafflhlnito 



CQ^MUNICATIONS UNIT - Tffi SICOND DOOR TO YOUR BUSINESS 

19# Sh€-o talking to somebody ilsa,^ 

20# Oh, Miii Montgofflsry hasn^t coma in yetp 

21. Who's cilllng?^ 

22* You have the wrong numbiri 

23, Vhat'd you say? 

24, She'i not hera. Shs wint to New York to sii a Qontracter* 

25i ril put him on. 

26* I wouldn't know about that* Try 4778.^ 

27, I'll havi to chgck* Hang on, 

28i 1 don't know whiri shi is or when aha '11 be baeki 

29* You havi tha wrong □fflce. Wa don't hindla that here, 

30i Yiih, what can wa do for you? 

31, Wait a ilnutei I'll sii if I ean pt tha Informttion for you, 

32, He's not hare and I ean't halp yoUi 

33, Mr, Jonti li on slok laava today, 

34, Oh| ihi'i not harg, Shi lift iarly, 

35, You put Mrs. Janien on first. 



93 



UEQCm DOOR TO YOUR lUSINlSS 

body elsa. 

iaan*t cotne in yet, 

mhmt , 



wint to New York to sea a cQntraetor, 



! that. Try 4778. 

iSang on. 

m Is or when she'll bg back. 

■flee* Mi don't hand la that here, 

liOt VQU? 

lee If I ean get tha Information for you. 
san't help vou. 
iletvt today. 
She left early. 



CCMIMICATIONS UNIT - m SECOND DOOR TO YOUR BUSINESS 



HOW woui^ YOU mm the situation?* 



L Your boss is on anethar Uni whsn anothgr call coinss in for hsr. Sht has Instructed you that 
wants to spiik to thli licond party when he calla, 



would you lay to the callerl 
How do you tsll your besa that you havi this important call on inathir line? 

2. You art raspensiblg for handlini four linis on your telephoni. Many timis your boss or somi 
offlci may be avallablt to aniwer another line if you are talklni on the tilephone. Howevec 
alone in the office, You are talkini on line 3 when both lines 1 and 2 begin to ring. 

How would you haidle the iituatlon? What would you say to each callir? 

3. Your bosSj Mr. Lawson, wants to speak with Mr. Stern and has askgd you to place the call. K 
Stirn's offici, his sicretary refuses to put her boss on the line until you put Mr, Lawson c 

How iheuid this situation be handled? 

4. Your boil, Mri. Franklin, Is out of the office, Mr. Garrison calls and urggntly needs to sp 
abgut a quartirly report. You are not certain where your bosi is, but you think she may tit 
Adans m thi Aecountlni Office or with Miss Winters in Personnel. Mr. Garrison insists thi 
your boss right now. 

How would you handle the situatlonl 

3. Mrs. Quincy has cilled your boss twice each day for the past two days, Each time you have g 
massagi to riEurn her call. He has not riturned any of her calls either beeausi he has beer 
just doesn't want to talk to her, This mornini Mri. Quincy called again and askad you why 5 
your boss the mtssage to call her. 

Whit would you say to this Irfitated caller? 
What would you say to your boss? 



*lermissien for MCPS to usi this oatirial was grantid by the U.S. Civil Strvice Coranlssion, Was! 
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m SECOND DOOR TO YOUR BUSINESS 



HOW woum YOU mm. m situation?* 



initructed you that sha urgently 



athir lint when anothar etU comes m for her. Shi has 
this sicend patty when he calls, 

to the caller? 

m bosi that you have this important call on anothar Una? 

le You ate talldtti on line 3 when both Une. 1 and 2 begin to ring. 

lit the situation? What would you say to each caller? 

Lfation be handled? 

Lun, IS ou. of the office. Mr. Garrison -U^ -i-^^^ "^l^^ 

geport! YOU are not eertain where your boss la. b t y^ ^ ^ ^^^^^ 

|tin| Offlci or with Miss Wintirs in PersonneL Mr. Garrison 

Sf?. 

dli the situation? 

Ld ,0. ^c. t«lce each da, fo. the ^^^^^J^^^^X^ ^ ofL^ 
S^fut^io S: " "n^a'U and aene. «h, you have net slv.n 

Agt to call her, 

y'to this Irrltitid caller? 

[y to your boss? 



ivtb use 

II' o 
i;:ERJC 



this material was granted by the U.S. Civil Service Ca«Msslon, Washington, D.C. 
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C0W4UN1CATI0NS UNIT Tlffi SECOMD DOOR TO YOUR BUSINESS 



liyPHONE SITUATIONS - ROlj; PAYING 



All taliphofii cillirs ar® not as helpful is you would liks. How would you handla chase situations? 

1, You riCiivs a oall ii'id the eallir rsfuggi to idtntlfy himsilf aven though your boss wanta you to s 
, his etllSi Hew wsuid ym handla the situation? 

2, Your boss miiviS t number of long diFtanci cills gach day* He neads to know the name of tha eal 
pDS© of thi call bicausi cass foldira have to be pulled so hi eau give the eiller the needed Infon 
long dtstanei operator rifusii to till you who Is calllngi would you handla the iituatlon? 

3, You havi a number of irrltatid calliri tilsphoning your offlea with ceraplalnts. It li your job to 
eallsrs as diplomaclcally as posilbla, You have to be as calm as poiilble whan daaling with thtaa 

would you liy to sueb a calltr? 

, 4f Your boii has a habit of not raturning calli for savaral days whan ha is axtramely busy. On a mm 
oeeasions riCintlyj the callaif hai cailid back aaklni why "you-* have not givan your boss the missi. 
this ii not tha casij what would you say to this irritatad callar? 

Si You havi to place long dlstanoi calls for your boii. In moit eaies, you plaoi the call station to 

Oni difficulty you have is whan you tall the iearatary thit Mr. Boii ii calling to ipaak to Mr. Bi, 

iiCfitary rafusis to gat her boss on the Una until you gat Mr, Bosi on the Una, How would you s 
i|i«eld problem in taiaphona courtiiy? 

6, A call comas for your boss at 9* 15. Ha ii not in yet and you do not know where ha la. How ahoul 
thi situation? 

SUGGISTID IVALUAITON CHECK LIST FOR ROLE PUYING 

Vary Will F airly Wall Needi Im- 

Did Gallar 

L Plan oall? 

2i Usi list of friquantly called numbers? 
3i Usa proper Idintifleacion? 

4. Havi a eourtaoug tona? . 

5, Dive lop information? 

6i firminata oall propirly? 



ERIC 
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XSi BOOR TO YOUR BUSINESS 



lELEJHOSE SimHONS - R01£ PUYING 
t » helpful as you would lika. Ho« «ould ypu HniU thes. sltu»tio»s? 

U «U« refuses to tdtntify hte.lf sven though your boss you to icr.en 

u hmdli thi situatiQn? 

ker of long dUUnca calls each day. He needs '^''-^^^r rnelf tnfoJitl"' V"'' 

kl^ iKVhrj^fS ^^^^ 

1 J „ ^,han >is <g exttamelv buiy. On a number of 
hit would you lay to thli irrltatid calliT? 

, nUn0 the call station to station, 
dUtanoe .oalU for your boss. 1» "^'J; /al „S " 'f^^" " 
. Wceron'Sl 'iruer.tl%1:: llr, r ^e. «ould you .01,0 chU 
phoni courtasy? 

at 9.15. He is In yet and you do not Unow ..a. hs U. How should you h.dl. 



SUGGESTED EVALUAKON ClfflCK LIST FOR RO^ lUHNG 

Very Well Fairly Well M^^da Improvement 



3tly callsd numbits? 
Lsation? 



^ 194 
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TS& PLUS FACTORS 

TOP TEN CLERICAL TRAIIS* 

PBRFOBMMCE HUMAN RELAflONS 

AocuMcy consideration 

Jud^nant Tact 

Follow-through Discretion 

Resoureefulness Loyalty 

Initiative Objectivity 
Aecutacyt Complete each detail of job. Check exactne.. of each detail, correct errors made, check col 

Jud^nt: Think about what you are doing. See need for action, never Ignore need for action, examine 
accordingly. 

Follow-through: Follow ta.ks to completion. "Enclosed" implies instruction in a dictated letter. Thi 
procure ths material and put it in with the letter, 

meBOurcBfulnesa: Try dlffersnt aolutlons until a succesaful one is found. 

Initiative I Doing helpful things without being told. 

Conalderation: Think of others flr.t. Stay at your desk If you think the executive will be needing y. 
Tacki Talk and act so that you do not annoy or ei^arraas others. 
Dlseretloni Avoid discussing office matters. 

Loyalty: Always support your boss, your division, and/or your agency. "Loyalty Is allegiance, expres: 

Objaeclvltyi Learning to react only after looking at a situation In an impersonal yet comprehensive m 
thm best ±n a gi^^en sitiiatlon* 

-PermlSBlon for MCPS to use this material was granted by the U.S. Civil Service Co^s.lon. Bureau of ' 
Washington, D.C. 

99 

196 



ERIC 



TOP m cLmcAL mns* 

HUMAN RELATIONS 
Consldaration 

r 

Tact 

t 

DiiCistlon 
Loyalty 

gfulAess 

Objectivity 

im 

of ^ob. Ch.cV, exactness of each detail, corrtct e„or, ^de, chsck correction, Mde. 

^ .0 conpletlon. "Enclosed" Implies Instruction In a dictated Utter. The der. ™st 

ii^Mtirlal Md put it In -with the Isttsr. 

Itittt solutions imtil a succesaful one is found, 
tMnga without bsing told. 

ther. first. Stay at your desk If you thin, the executive will be needlni you soon. 

t you do not annoy or a^artasi others, 
tog off lei matters. 

„s,. your d™. and/or your .sency. W Is allegiance. eKpre.sed and lulled." 
lact only ^ looUns at a situation In an Impersonal yet comprehensive manner, Loo. for 
i glvin situation. 

t ' , . ^„ u S Civil Service CoTOHlslon, Bureau of Training, 

1^ thii iJatitlal was grtntad by the U.S. Civu berv ^ 
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WB JLUS FACTORS 



OFFICE affLOYElS-SUPIRVlSOR'S QUESTIONNAIRE* 



1 



3 Does w aemtm hatie a positu^s atmm? • ■ • ■ ' • ' ' 

4 Dml l^mrk weUmd to good mpport her oo^^b? , , 

u --at. «j ^^^;^a.^M^ 

? Does ifei? MVB a good Qcmmd of Englun %n mv omi. am wi ui^ue 

8 d068 sto vmMdMB in hev woTk7 , • * ' ' - * 

s' do o^sidA mbBrestB inbsTfem wWi her offvae work? 

wme she aQorimtBS other mka? ■/* l' * ' " * " 

II. Da ym allow }m to }mdle my wnUm amrnmomonal 

If yBBj what kind? 



. , ' • • " ' 



I I i i 1 ft • i • • 



• • I • 1 • I i > 



a. 
b. 
a. 









U Is mil OTgmimd in hmdling the work flm?\. 

t S: t % mi M 

19 ffl Rhs mil aTOomsd? • " " 

Kri s.» £!r;L«r«=» P-: 
s rs'a.fc'si =. ■■■■ 

M IZ 1 Jemoh Mis to mist ym fih .pmal m^^i^' 

25. Are you satiBfisd i«t'i 3°^ per/ewiwe 



I I i 1 i I t I 



MCPS to use thl. MterUl gmfd by th. U. S. Civil Servle. Co-lBiio« 



*Firialssioii for 
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E iMPLOYllS-SUPERVlSOR'S QUESTIONNAIRE* 



OFFIC 



y^^eot a pU^mt. .ffiaimt, md mtMaia.Ua image ^.f 

U:^^^>^^y^^>^'^ 

I, . * . . • * V V * * • - * * 

•^^m in her wopk? ■ ■ ' • 

k intmrfeve iHth her off%ae work? 

tma othmr taeka? •.• • • '.• ' ' ' 

thmdlm any written ammm^aati.ona • • 



1^ in hmdling the work flow? I " ! * ! ! 1 ' ' ! " ! X " ' • • • • 

§ou^ with Job aaai^mtB? y • -y^r;^'^, \\ 

mm»e a good wor^g ^^-^^^^aient retrieval aystm? 

fnf-Hae filea up to date mid naoe ^P^^i^-. .^^ , 

^^lato ^Biat ym fth apea^al proo^ta? 

Itrttfe hmr job perforrrmtae? 

i- ^ „ „ Service CommlsBlon. Waihlngton, D.C, 

this mawrlal was g«nt«d by the U. S. Civil Servl« 

te- , . . 100 . 
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m PLUS FACTORS 



HUMAN aiLATlONS WITH YOUR EMPLOYER 
(Rsli flayini Situations) 



1. Yeur tmployar ii often away from his desk to conffr with othir exicutives. When someone tiliphonii 
times you do not know whert he Is at thi momint or when he will te able to return the ealL How ws 
handlt this situation? 



. When eorriipondenci or reports are mislaid, you usually find them on your bosi's desk. Frequently, 
ifflployir schidulss visitors and for|ets to notify you, Thsse typts of situations can be very tmbar 
How would you let outsldirs know chtsi errors are not really your fault? 



3. Youf enployif frequently aika you to retype littars having iranmatical errors in them which ha has 
Furthirmore, hi is irrltatgd if his gramar is eorrectad if hi feels hi is right. What can you do 
this situatisn? 



4. Your employer's mtfflory for details is not always as good as yours. He forgets to write follow-up li 
riturn tfliphoni cills, attend ri|ulftr scheduled miitingSj tte, How should you remind him to do thi 



5, You have been asiigned to work for thret men and they all want their work out at the sami time. Whi 
bist msthod of handling the siutation? 



101 



WMM MLATIONS WITH YOUR EMPLOYER 



(Roii Playing Situationi) 



fiy fren hia deik to confer with other exacutlvsi. Whan ismsona talephonti hiffli many 
in he Is at chi moment or whan he will bs able Co rsturn the caU. How would you 



iperts are mlalaidj you usually find them en your boss's desk, fraquintly, your 
5ES and forgats to notify you. These types of situations can be very imbarraising, 
irs know these errora are not really your fault? 

iskg you to fetype littirs havln| grammatical errors in them which he has wrlttin, 
itid If his iramnar Is correctid if ht feels he Is rlghtp What can you do to riraedy 



at ditalls is not always as |Ood as yours. He for|its to write follow-up letters, 
itttnd regular achedulid mtetin|s, etc. How should you rimind him to do thasi thin|s? 

B work for three min and they all want their work out at the same tlmt, What is the 
the slutation? 
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THE PLUS FACTORS 



DEVELOP YOUl SIXTH SENSE* 
(Su||eitioni for Daaling Effictivgly With Peopla) 



Personality Develgpment 

li Be slncerily intiristid In piople 

2. Silli 

3* Remember namis 

L Be a |oad listanir 

5. Talk of things lnterestln| tg tha othir parson 
6* Give the other person a faaling of impartanci 

Diplomacy 

L Avoid argiiaant 

2i Respact tha othir paraon's opinion 

3. If wrengi admit it quickly and imphatlcally 
4* Begin with a point of agraamant 

5* Lit thi othir peraon do the talking 

6. Put yoursilf in the other person's shoes 

*Pirmlsslen for MCfS to use thii Mtarial was grantid by the U.S. Civil Service Commission i Bi 
Washington, D,Ci 
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DEVELOP YOUR Sim SENSE* 
(Suigastione for Dealing Effectively With People) 



Perionallty Devalopment 
1, Be sincsrely Intirested in people 

. 2, Sndle 

3. Remmbir names 

4. Be « good listener 

5. Talk of things interesting to the other perion 

6. Give the other person a feeling of Importance 

Diplomacy 

1, Avoid argumint 

2, Respect the other person's opinion 

3, If wrong, admit it quickly and emphatically 

4, legin with a point of agriemant 

5, Lit thi other person do the talking 

6, fut yourself in the other person's shoes 

S to us. this material was grated by th. U.S. Civil Service Co-lsslon, Bureau of Tralnl-l. 
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im PLUS FACTORS 



ERIC 



Correcting Without Of finding 

1, Talk abouc your own misEakas first 

2, Call attention to mistakes indirictly 

3, Don^t back the ocher person against tha wall 
4* Praise improvaniint 

5« Eneouragg 

6. Lat the other niEn save his face 
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m PLUS FACTORS 



mi IS A SEGRITMY?* 

Sicritatlis are human . , , juit likt tha rgst of us. They ceini in both aaxss, moitly famali. It 
i-.virlity of shtpis, alias, ages, and dispeiltioni. Generally ipiaking, there ari thrie kindgi j 
and eoagolatian prices, 

They are found iverywhiri in officii, on coimitteesi and in coffei shops, Thiy iri always on h 
whin wi don't netd thiOj and usually in the Mllroom, print shop, or stockrooffl when wi'ri dispirit 
te find thai is In Pollyanni's Dress Shop. The hardest plaei to find thim is in enplopenc igsnei 

Sicrttariis like thrii-day wiiktnds, Iweh invitations, irasirs, slngli mens low-ealorii saladsjll 
tltms, lati TV moviis, and the fanafflii Beaver salesMn, Thty don't like cigar-ehiwing dletatori,'e 
on lit tiff i, old jokesi and cleaning out files, They don't like bosses who boss* 

They prepari lettirs, reports, and cover-up ixeusss for their bosiei. Thty are riquired to have t 
Job, tht wisdom of Soloion, the fflemory of an elephant, the disposition- of a liib, the iKperienct a 
and the poisi and parionallty of a Powers model. They are axpecced to produce on a fflomint's notle 
filed in bfitfcasiSj glove compartfflents, and yesterday's coat pocket, Instinctlvily thty are supji 
that nevtr happin, and also to convinlintly ovirlook other things that go on, 

On telivislon sicretarles are glamorous girls who save their bositi from ons prtdieanent after &m 
they are girls whosi spelllngj puactuatlon, and paragraphing isldoi agrie with those of their boss 

Whin they do sofflithlng good, that's their job. When they do something wrong, that's what we havi ; 
thisi daySi Seeritaries draai about horaas covered with ivy; tht few who don't llvs in apartnints ! 
with noftiagts, If thgy enjoy the luxury of driving cars to the company parking lots they're wtllJ 
niid a raise, but If they rldi the bus and arrive late thsy are part of the comon hetd and not wo" 

Beeause of thiir devoted dedication to duty, they deserve to bt exeeutarles in thiir am right, Bi 
riailzi this ambition they will continue to serve as their bossis right arm, Thgy will continue ci 
goodj and we will go right on neglecting to till them how Insportant they are to us ... a fact wi? 
ad8d.t, every time thgy go on vacation. 

May Wi foriVir bliss that first day whan somi overworked boss invintid that imBortal labor-iavin| 
vill you bring in your book!" 

*Ths tribute, "What Ii a Sicritary?" was written by Wilbtrt L, Scheer iipiclally for miatings of £ 
SecretarliB Aisoeiation, It ii not copyrighted and may be reproduced, or adapttd, to suit any loc 



pel! - * 

fc^' i ' „ V TS.V ate always on hand 4«d never busy 

fci 1„ o£flce...on co-i«us, and i» ""^^ daaparat.. The hest pUce 

- ■ . Tlnav are rtflulrad to havi tht patlsneg ot 

^8b to conveniently overlook other thlnii ttia 6 , U£e 

P' . - bos,ei from one predicament after another. I" «»1 ""^ 

te«e glmorous glrU who a^ve their bosaee ^ ^ ^^^^^^ ^^^^^ 
Siiiliig, punctuation, and paragraphing seldom ai . „.rt 

ife w that ' a «hat we have to put up with 

ii,^ that's their Job. When they do something wrong, tnat _ _ ^ ^ 4 

fe;a^^bout So;es covered with ivy, the few who ".J J.,, fixed and don't 

i^SS the luxury Of ''f^l?|-^,;", ^r £-thr coin herd and not worth pron^ting. 
^ rldi the bus and arrive late tney are pa 
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(Suiiiitloni for Dealing Iffsetivily With Pioplt) 



* :V ; 



I;: PIRiON^IIY DIVELOPfiNI 



1. Ba ilneifsly totiriatid in peopie 

2. iilii 

■ ■ 

' ; ' 1 1 Eiisi^iir nanss 
4i Bi i goed UatiHir 

5, Tilk ef things Intswating to tht othar parson 
p.: 6, Glvt thi gthir pirson a ftillni of liportanca 

DIPLOMACY 
- li AvQld irpiittt 

2. Eiipact thi other pgrfon'a opinion 

3. If wreni, adiit It qulekly and ifflphatieally 

4. Btgln with a point of aiEiiiint 

, ; S, Ut thi othir pirson do tht talking 
. i. fut yoursilf in thi other person's shois 



(Suggastlons for Daallng Effectively With Peopla) 



fed in peopla 

I 



^tiiig to thm othar parson 

r 

ti|a faaling of importanaa 



^on*8 opinion 

li^kly End stDphatically 

I- 

ti' sgrasoant 



iio tha talking 



ither parson's shoes 



mm this matarial was grantad by the U* S, Civil Serrtee Conraisslon, Bureau of Training, 
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m PLUS FACTORS 



OFFICE DIPLOMACY* 



You are thi AnbiSitdot for ths U.S, Goviraiant^ your a|incy, your dlvlsloiii your offlcij and your 
rispgnilblllty to glvi iaeh eallir the "Rtd Carpit" triatrngnti Fropat traatmsnt of all callsrs e 
. fof hiipfulniss, courtesy and sifvlca, Visitors do refflember how thay ara licslvsd and sxacutlvai 
pirienility and thsy appraisa amployais on how thay meat, griit, and |st along with others, Pitl 
sary riquiriient; service Is your mottQ, 

msmim a caller 

Greet eaeh person entering your office with a smili and a friendly attitude, A pleasant "Good m 
aftimoon" may alio hi addtdi You will set the pace of the visit; the eallir will probably Judge 
Qiimir o£ approach you use. If the visitor doas not offer Inforiatlon about tha purpose of his c 
I halp you?" If ysu art not naar the visitor's point of entry , nod your head to acknowlidge Ms 
liiiMdlatiiy join hla. Do not shout or tm. Never ignore the visitor. 

FIND OUT THE PIJMOSE OF THI CM.L 

Tactfuiiy aik the visitor why he wants to sei your boss, and whit sarvlci or agency he represents 
volittiC'ier this In^'orfflationj you may say, "May I tell Mr, Boss what it is you wish to see him abou 

learn and study naaes that are inportant to your office, Whan a person comas into your off lei, s 
thin Isam the nams whieh corrisponds with thi face, Eviryone likes to ba known. The clefiiiil a 
to cUi^ to the top of the success laddir will start by liarnlng and remembering thi names of the 

mm THE CALLER flEL COOTORTABLE 

Hilp free the visitor from coats , hats, u^rellas, and paekages, Hang up hii coat and place his 
wheii thsy will not be disturbed, 

If thi visitor has to wait for any ien|th of time to sii your boi see that hi has a comfortable 
or nagailne, perhaps a cup of coffit, and ash tray and matehis if he smokes, Sometloia It Is nee 
bit of small talk to make the caller feel relaxed. Appropriate "snail talk" could be ibout thi v 
events, or a forthcoming holiday, If the visitor has a point of vliw that does not agrei with yo 
tvan indlcata that you differ with him. Smile , as if in agraament, and sasually refer to a relat 

*Pirmlssl0n for MCPS to use this matirial was grantid by the U.S, Civil Servict Comlsslon, Burea- 
Kssblngton, D.C, 
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OFFICE DXPLOMAClf* 



y»Sv your agtncy, your dlvlileWi^ your office, and your bpsi. It Is your 

iir fh^ Carpit" trsataint, PEopsr ti'sateint of all callers can win a riputition 
JiEviei* V do rafflimbsr how they ate rfciived and txeeutlvgs vilue a good 

^fliie ifflplbysii on ho¥ thsy m§et, irttt, and g^^t lloHg yith others. Patience li thi neees- 
^ tg ydur mgCEo. 




4; 



p^ fQiit otiia$ with a bMIb and a friendly attitudi* A pliasant "Good monilng" ot ''Good 
"pad. You will fit tht paes of thi vlelt| the caller will probably judgi tha offics by the 
Ip* If tUi^^v dois net of far Infariatlon about tha purpose of his eall, ask hla, '^lay 
ll^iQOt i(iiar thi vliitor's point of antryi nod your head co acknowlidge his prasenat and 
ilaf^ not shout or r^im* Nivsr iport thi visitor* 



why he wiats to SiS your boii, and what strvlei or aginey he repriaants* If hs fails to 
P|hI| you My sayi '^y I tall Mr. Boss what it is you wish to gaa him about?'- 



aft _^toportant to your oflllea. Whan e psrion comis into your officii itudy his faos and 
^h' eof tespondi with the faea« Ivaryena llkas co ba known* Tha elariaal assistant who wahti 
hi iUQasiS ladder will start by lairnlng mi remimbaring the namis of the offiae oallersp 

'Portable 

ibi coats hats, uibrtllas, and paekages. Hang up his coat and pla^e his hat and/or packages 
'dlsturbad., 

i^it f or any iangth of time to see your boii, sea that he has a aomfortable chair , a newspaper 
|up of eoffie, and ash tray and matehsi if he smuksSi iometiois it is necaasary to offer a 
gj tha caliar faal ralaKedi Appropriate "smill talk" could be about the waatherj. local sports 
^:hsllday* If the visitor hie a point of view that does not agree with youri, don-t argui or 
|[lffar with h^, Smlla^ as if in agreement , and caaually refer to a related^ noncontrovirsial 

^ttsa this mtarlal was granted by the UiS, Civil Rarvlce CoQimisilQni Bureau of Trainlngi 



" l^i^i^Si^ ■■■■ : 



discuss i|tney builniss or pirsonal problecis. A imII amount of Smll tilk" ii good; d- 
itatfteThi irtsitot will fializi that you havt othar duties to per form. Afttr you havg sattlid thi visit- 
^RlflW®" «^ SO on with your dutlii. At this point, you should stiy in tha room, and buiy your. 
^your.;f0taal tnkSi / / 

IteOTINC A VlilTOR INTO YOUR BOSS' OIPICE 

M your bois his not mtt te. Vliitor, it li your duty to eseort hli into your boss' offica and pirfona 
.duetto not sun, ask him 'Havi you ast to. Boss bifori?" If he says yii, thin you m 

.rlnte.ths effiet without making iny fonal introduetion bitwatn the m ientlimen. (Sonatlmas It is hi] 
^boss llyeu easuil^ drop the name of the visitor luoh as "If I can be of furthar asslstanci, to. Vi 
v#^KniJ®ow," Of "to, Visitor j go ri^t in." * 

^^inimklni Inttoduetions , use ths boss' niffli firit. "to. Boss, this Is to. Visitor." Say the names a 
^gdlitlaetly. Biera ire iKCtptlons to this rule. Whin introducing i congrissional person or a i^nlitar 
^rusi thiir nimei first. Your boss also mitfit havs his own prifirrid way. In this case, always follow y 
,^|»^shiSi ;AftiE isiakini the proper introduetl^^ ■ 

t^rREfMUNG THE omM > 

';lf thi visitor has tht wrong of flea, pol^ily tall him so, write on a small sheat of paper the au'^iber a 
r ma the namg of the party ha should see. Help give him directions, 

ffiE CALLBR KITI M APBOINTMNT 

'Mm a eallir with an appelntmsnt arrlvis, griit him properly, and notify your boss (in tha manner he h 
•.;;'lHl CALLER WITHOUT AN AJPOINTMENT 



^ Visitors do not have appointments, Irtat them courttously while you tactfully find out if thi boii 
Mwayi maka laeh vliitor, with or without an appolntmant, feel welcoie. 



■^i^INTEBRUPTINO A CONFERENCE 

-tT^ to avoid interrupting a eonfarinci; b,ut if you have an understanding with your boas that it is to bi 
.for eertiln visitors, do so quiitly and unobtrusively, mm the room without knoeklng and hand your be 
-M laave unless he sipils you to wait, " 



107 



•:!!•■¥> 



""Ipiiiegs^^^O^^^^^^ problensi A small §mmt of "ssall Calk" li io^i don't ovsr do 

^sijt;hac-;you other duties to perform. Afcti you have settled the vliltor, you say 
I:ip]rdur dutigSt At this point, you should stay In the toomt mi busy yourieif with 



ISS' OFnCE 



Wlaitofi It'ii y to eseort him Into your boss' of flee and perform thi-intro- 

:i||isk hla *^^^^ nit Ifr. Bois biferi?" If he says yii, then you nay iseort him 

IpA^ fofMi intf^^ bitween the ^o gentleneni (Sometlnei It Is helpful to tha 
l^imi'of thi^sitor such as — "If I can be of further -nssistaneej Vliitori please 



|^ht;;boiis! aami^W^ "If, Boss, thli is Ifr, Visiter,'' Say the niois slowly and 
||lMs to this Eulii When introducing a congreBslonal person or a ^nlster of a churehi 
ijjOv^^ hli own preferred way. In this case, always follow your boss' 

IntreduetieB , liavi quickly . 



^~bf flea, politely tell him lo, write on a snail iheet of paper the nunber of the office 
jjjshould siii Help give him dlrictions, 



tnent arrives, greet him properly, and notify your bosi (in the oanner he has fequeited). 



ppolntMiiCSt Treat chem eourtioualy while you tactfully find out If thi boss cai see him. 
eh or without m appQlntisnt, fial waleoma^ 



^enftrineii but if you hava an undarstandlng with your bosi that It Is to b© Intirruptsd 
^ulitly unDbtruilvily. fetar tha room without knockln| and hand your boss a noti 
^QU to walti 
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m f HE CM^im LEAVES 



|^i4^^i^;g|eth-yeur grsifelng ind fafiwell should bt aecoipaniid with a iiilii Try to uii thi fiana apin, 
:!'Oo§lby to, Viiitof," Uitoi his nme will flattir him and also help you reminibar his namei Al 
^^■>^f:-^ sefVici, Rime^ir you art an Aibassador repreiantini your off leg, 



mAii>ih 

ifSif»il:iHiild bs aa^ with a amlle. Try to use the naii again. You could iay» 

' ''"'"f^ihii^^ hlB and also help you remimhet his aani. Always be pleasant and 
ifiiliiti^U^issador repr your qIHqm, 



It-. 
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im^PLUS FACTORS 



TDffl TO REORGANIZE m CLIRICAL RESPONSlBIilTIig* 



lEiS'" •■if""'^' wsfr -Si,- 7.1, 

Typiai 
|2r Filini 

Answarlng thg tiliphene 

'»!,•■■-' ' 

1^.4, Aetlng as thi rieaptlonlst 
. 5. Taking shorthind 
"10; Tranicffiblng shorthand 
^\:'7. Transerlbing from g dietitlng Mchint 
|:,8. Handling thi Mil - Includis distribution for ths offlci 
|. 9, Duplicating and riproducing office jatarlal 
.!10, Controlling officg suppllis 
11. Running arrmds (ineludis gstting eoffia) 

paeJcUrictl luployM needs many petMnal qualities to ptrfsra her job cotipeteiitly. Think of the autlltl 
^ch you fiil you should have and uMll^e to hilp you handle yout clerical role ^re coipateMly 

^Misslpn for MCPS to usa this Mtarial was grantad by thi U.S. Civil Sarvlce Coinission, Wishlniton, D 
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TDffi TO REORGANIZE m CLUICAl RESPONSIBILITIES* 



j|r|and minor riSpDnslbllitlas hsld by elirlcal aselstantSi How Mny of thtst fill 
f^iiWli^^^ check mirk (r) by thosi dutlii rilating to your job. If you 

liittlto thi llstf Whiii you havt eomplitid youy list, rank thim In your order of 
^iitttijis wi with each clirical asslstint and with each Individual -s roli and 

ii'i^ri.ng to class, your typad Hit of your duties and risponsibilltiii rankid in 



ii^ dlstributlo for the office 
^ of floe material 



fitting oof fie) 



piESQMl qualltlis to perform her job agmpetentlyp Think of thi qualities that 
taiks, Pliasi type and bring to elasi twanty (20) or fiiera personal qualities 
^id utlllia to help you handlg your elerleal rols more coiipitintlyi 



:;aiatiriil was granttd by the UiSi Civil ^arvlce Ce!8misalon> Washington, D,Ci 
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ORGANIZI YOll WORK (fLANNING)* 



M-i: ■ 

s' i'; 



Bteausi of the very natufa of a sscritiry^i job unforissin inttrruptlons, special ruih workj and 
ecmtln|sneias whieh eannet be plinned for ~ tryln| to set up and adhiri to an hour-by-hour sehidul 
i-WiSti of tifflii Howivir, for most ifficlint perforMnce of her various duties^ the secretary shoti 
iAsofaif IS possible. 

Hsr daily dutiis consist of jobs which My bi elasslfiid as regular ^ oecagional i and spieiii i If b 
Sh§ Qan handle thtss dutiis satisfaatorily and still save out tlae for ereativg work, where she can 
ehi is Will on her way to Mking hersilf an Invaluable aid to her boss, 

Shat is ffliant by ''plannlni?" It can be suBmarliid is: 

Antleipating jobs to be dona 

Oriinlilng work 

Thinklni ahaad and thinking through decldini ways of doing jebi : 
Consulting with othirs whirt this is required 

Getting ready for lobs i 

1 

It gois without saying that ivsry duty must be performed either todiy, tomorrow, or In the future * 1 
basis I it becomes necesiary for the secretary to decide i 

1, What is to be done first (items that must go out today, rush matters , tile types, letters 

2, ^at should^ ibe done niKt (the day-i ordinary workp getting it taken care of in good time)i 

3, liat can be postponed until later (using and eliarlng the pindln| or follow=up file, settl; 
definite date for thingi Co be done, uilng the spare minutes when the boss is out of the o 
reference lists), 



Witmission for MCFS to use this material was granted by the UiS, Civil Strvici Comlsslon, Wtshin| 
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ORGANIZE YOUR WOM (fUiJNlNG)* 



!l^?ef t iieritaty'i job unforesein Intarruptlons, special rush workj and varloui 
pllVe planatd f er — trying to sit up and adhera to an hour-by-hour ichedult Is ordinarily 
^^Jfor aost sfflelint pirforninee of her virloui duties, the secritary should plan hif work 



|Mi jobs which niy be elasiifled as regular , oeeasional , and special . If by gfflcient plannin| 
^Is satisfactorily and itlll save out time for craatlvt work, whirt she can exercisi Initlatlva, 



^fmaklng herself an li^aluabli aid to her boss, 
(agt " It can bi gusiaiarlsed as i 

pry " 

^'bi done 

p. 

Ipv.. 



liinMni through — decldlni ways of doing jobs 



let a vhtre this is ra 



^ every duty fflust be pir formed either today, tomorrow, or In the future. With this as a 
lifv for the seerstaEy to decldii 

W ' 

iiii first (itifflS that must go out today, rush matters, teletypis, letters and mimera; 



m 

||ons nixt (the day's ordinary work, getting it taken care of in good tine). 

Ilponsd until later Cuslng, and eliaring the pending or follow-up file, sitting a schidula or 
fir things to be done, using the spare minutts when the boss is out of the office, raaking up 



pi : 



l^e this material was granted by the U.Si Civil Sirvlce Coimlssioni Washlniton, D.C. 
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TOE PLUS PACTORS 

ESSENTIALS OF PLANNING* 



Two top Esqulrimints for good planning are (1) ptting a plcturi of the job to be planned and (2) fini 
tQ m&t, mm, ^^ers, how, and Why. Thase two requlrimenti naturally overlap, and ffllghc well be 
the Isttir liiading, as follows i 



WHAT 



li Invslvad; admlnlstrativi and supsrvigory channils; the boss's, your own, and other i 
Eilationshlp to the job i 



is thi job I what is to be accomplished, and what Is required to do it 
ii tha job to be done; day and hour deadlines for you, othar personnel, and the boss 
is thi job to be dona; provisions for space 
HOW shall thi job be aeeeipllshedi bist nethods and tools 
WH? li the job bilng dona; its pufposes, values, icope and objectives 
TO SMARIEl, thi oaln principles of p'anning are; 

1, Da first things first. 

2, Bring into the planning those who are affected* 

3, Maki previsions for interruptions, delays, unforeseen developmenta, and emergenciea, as far 

4, Iry to sat up procadures for routine mtters or to Inprove procedurei already in uie. 
... 5, finish whit you itarCi 

6, Maki a record put it in writing if nicessaryi 



|;;*lsndssion for MCPS to use thli material was granted by the U.S, Civil Service Conmission, Washington, 
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ESSmmS OF PLAKNING* 

I planaiai art (1) gettlni a pleturi of the Job to be planned and (2) flndlni the answer 
and Why* Thtat two riquiiiments naturally overlap, and might well be combined under 

Mi 

idBinistrativi sod supsfvisory channalsi th€ boss 'a j your own, and other persflnnil's 
60 thi job 

tiat is to be aceei^ilshedj and what is required to do it 

;ba donei day and hour deadlines for you, othir personnel, and the boss 

^b€ dona* provlalons for gpace 

be aceo^llehid; best oethodg and tools 

big donei its ptirpoits, values, scope and objeGtlves 

Lplas of platmlng arti 

fst, 

mtog thoat who are afferted. 

f iQCerruptloQS, delays , unforeaeen developnientSj and emergenciei , as far as posilble. 

^ures for routine natters or to improve proaedures already In usfii 

irt, 

it It in writing if necessary i 



;hii natarial was granted by the U.S, Civil Service Conmlssioni Washington, D.C, 
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m PLUS FACTORS 



ALWAYS MAKE SENSE* 



Hivii witi inythlng or go ahead with any work which doas not maki sinsBi 

Maki a spaelal point of cliamisSp avoiding all vagueniii. Flrits liaten to all instructions given 
th^ thiough as far as possible while you ara racaivini thtm. Thin do not ba aftaid to aik quaitlg 
you fflsy not undirstand, Ltarn ths "raason why*" Things whleh do not Mka iinie to you laay nevarth 
Aaking quastlons will taaeh you the ''Wiy'i and Whirifora's" and enable you to go ahiad intallliantl 
may bi tiiponsibli for the accuracy,. completiniiSi cliirngiii and tone of thi fflatirial ha gives you 
Qthif procissini, your value to him is incraasid when you can correct obvious irrots yourself or br 
clan any Incdnsistinciis or Incorrict statesanta, 
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ALWAYS MAK SENSE* 



^go ahiad with my work which does not mkt smat, 

:cii»rneis, avoiding .U vaguene.!. First. Usten to all iMtructions given V*" ™^ *tak 
l^aible whU. you ire re=sivln| then. Then do not be afraid to ask qiustion, about anything 
liisra the "reaaon why." Things «hlch do not itate sense to you my neverthtUss be right. 
^ you the "Bhy'e and Wherefore' i" and enable you to |o ahead Intelligently Hhile your bosa 
& accuracy, completeness. cUamess. and tone of the material he gives you for typing or 
Wue to hli Is Increaied When you can correct obvious errors yourself or bring to his ettw- 
I or Ineotte^t stattmentSi 



cuii this matiiflal waa granted by the \B. Civil Sirvies CoMnisilon, Waihington, D.C. 
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THE PLOS FACTORS 



CULTIVATE A GOOD SENSE OF TM* 

Be ptom and regular In attendance. This Is the first preriqulsiti for overall depindahllity. 
faM_thi yElus of your tim ^ 

U Don't spind nori time on detaili than thsy are worth. If other clerical help is available, ask for 
dilt|ats routine jobs* ' 

2. Rush no f astir than you can accuraCtly. Riallze how much each error costs In both tlie and mteria] 
to thmi Don't do any job unthinkingly, " 

3. On thi other hand, don't dawdlg over ordinary work. Spsedv action on routine things can well go a 1 
freiing you for more intirastlng work. 

4. Finish each task ai you go, constantly endaavorini to get sverything flowing over and away from your 
. mtirlal up, reading it, and setting it aside for futuri action is not only wasteful of motion md o 

thinking tloe, but also often eriatis a lental drag which will slow do^ your performance of other t 
: your realising It. This gineral slow-down li dut to the knowledgt in the back of your mind that thi 
mt iilde ia still there on your desk diMndlng a diclslon and action. If you had tpHn cati of it 
lint pick-up, the mental lift of a Job coinplittd would be hilping you on the next, 

U willing to give a little more ttoe than vou are p aid for. For ixampli, Mny exacutlvis put a high va 
riicrttary s habit of always arriving for work 15 mlnutis ahead of time. That iMtra 15 linutes givei tU 

m oppertunlty to attend to her housiktiplni iutles and organiie her own work so that she will not bi fl 
.aroMd filling his pen, arrangini flowers, or attending to other duties at his desk after the boss arrlv 

111 tisdy if he buzzes for her to come in for dictation right on the stroke of 8 a.m. or to take care of 

hi would like to have done before an early caller arrives. 



:*Perfflission for MCPS to usi this matirlal was granted by the U.S. Civil Service Cofflmlsilon, Washin|ton. I 
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■f CULTIVATE A GOOD SENSI OF TIME* 

itonci g This is the first pttrsqulsiti for ovirall dependablllEy. 



litails than thiy ire worths If other clarlcil help i§ avalliblei ask for asilicance of 

la. aeeuracelyt Realise how much each error costs in both time and mtarialSi Take time 
»t» u&thi^lngiyi 

Isi^e oyer ordinary worki Spiady action on routine things can will go a long way toward 
eraseing worki 

ip eoQStintly indiavorlng to gat avary thing flowing ovar and away from your diSk, Picking 
uid sitting it aside for future action is not only wastaful of motion and of reading and 
ffea ereatis a sental drag which will slow down your parforMnce of other tasks without 
^•cirml glow-down is dua to tha knowladga In the back of your mind that the material 
}|i your desk damanding a daciglon and action « If you had taken care of it on that 
|llft of a job CQmpletad would be halplng you on tha naxt, 

sra time than you are paid for t For axamplis many axieutivas put a high value on a 
Sflvlni for work 15 Mnutas ahead of time. That ixtra 15 mlnutei givss the sadratary 
ir housiktiplng duties and organise htr own work so that iha will not ba flurrying 

flowars, or attinding to othar dutiai at hla desk after tha bosi arrivis* Shi is 
frto corns in for dictation right on the stroka of 8 a.m* or to taka care of anything 
Eore an early caller arrives. 
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THE nm FACTORS 

Wmm OF AN IN-BASKIT EXERCISE 

Job DiiQClptlon; 

Stuisat is a sieritary for a Mnagamant eensultant firm which has one ehlsf , Mr. Q and threi 
° ■ Ml, Yj and Mr. 2. 

Chlif and aiilstsnts depind on the licretary to finish their work. On the morning of Monday 
thi following Ittms ari in thi in-baskit, Establish work prioritits. 

1* Unspinsd sail 

2, Noti that Mr, Q who is taking a trip to Russis next wtek and wishis to change his plani 

3i ttirii phont iissages for Mr, Q, one of which is from his wife labtled ORQENT, 

4, Thfii rough drafti to bs typad for Mr. Z. 

Si Carton copits of letters typad Friday to bt filed, 

6, NetlGi that Ma, Y's lunchaon appolntmint for Monday has been canceled, 

7, Manuicrlpt due next wiik ta be typed for Mri X, 

8, Ripert dut next wttk to be typad for Mr, Q, 

9, Shorthand notei of last weik's msiting to be transeribgd. 



225 
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EXAJffLl OF AN IN-BASKIT EXMCISE 

■i-'.i. 

ktacy fsF a management consultant firm which has one chief, Mr. Q and chrei assistants, Mr. X, 

m dgptfld on the sicrttary to finish their work. On the morning of Monday, February 21, 1974, 
is art la the In-baskat* Establish work priorities, 

Q ^0 la ti^lni a trip to Russia next wtgk and wishes to ehsnie his plane reiervationi. 
Miagis for It, Q, oaa of which is from his wife labeled URGENT, 
lifte to be tTptd for Mr. Z, 
|bf ietteri typid Iriday to he filed. 
I. Y*s limehaon appolntmiat for Monday has been canceled, 
^ftixt wtek to be typed for Mr. X. 
It wiik to be typed for Mr. Q, 
gg of last week's neetlng to be tfanscribed. 
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i*; THI PIOS FACTORS 

mi::- 

■ ORGANIZATION OF OFFICE DUTIES* 

p:::: fUcs theia Itins In a list of priority. Base your solution on judpent and present job position, '■'hi 
|: -jrou do flfet? Make avtry ilnuti count and organize your time. 

S---'- ' It Fils matirials typed yastitday 

If- - 2, Tiki liitlng iginda for next wiik to the Xerox room 

I, 3. Type i letter (a "rewrlta" from yesterday) 

J:.' 4, Go for office coffie 

I 5i Diitrlbuti the incommlng mail 

- fi» Update and check your boss' calendar 

■ 7. Clian desk 

L 8, Tiki diGtatlon 



9, Telephont Mary in Mr, Nolan's offlca and tell hsr Mr. Ruben (your boss) will need the estli. 
figuris bafore his U o'clock cofflmittei meitini 

10. Gill electrician about flickering light 

FRPERENCE ORDER 

1. 6. 

. 2, 1. 

;„ 3. 8, 



4. 9. 



S:; 5, 10. 

If; -, *Pariiislon for MCfS to use this latirlal was |rantid by the U,S, Civil Sirviet Comidsiionj Washington, 
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t ORCAKIZATION OF OFFICE DUTIES* 

rOi priority, Basa your solution on judpsnt and present job position » What would 
y^ute eount and organiza your time, 

typed yastatdiy 

■li'..: 

mm for nitt week to tha Xerox room 
a."rtifrltt" from yestsrday) 
bffii 

' ■ ■ ■ 

UsOEining mall 

^ your bosi' calendar 



to Ifr, Nolan'i office and tell her Mr, Ruben (your bosa) will need the estlmatid budg 
lis 11 o'clock conmlttee meeting 

'i about flickering light 

. 7. 

_ 9. 

10, 

this aaCirlal was irsntid by the U.S. Civil Servici Commission, Washington, D.C. 



TIE PLUS FACTORS 



WORK PLANNER 



TO BE DONE 



DETAILS 



TIME 



HE FLus factors 

Ommil YOUR MATERIALS* 

t=Sfi ■ 

firional disk efflcliQey has g gUBt deal to do with ovarall work effieiincy, ind is thui dassrvini of ei 
■, tll©U|ht, Plaelng the en^haiis on the disk ai g piece of work-procassin| equipmint, and not si a storagt 
:■ .ttythlng axespt rigulifly used Mterial, will help you srganiii Ic for the greatest possiblt eeonoffiy of 1 
^ ■etlea: v 

a* teep all necessary supplies and egulpmsnt in ^ood condition and readily available , 

Hhaa thi boss eills on you for dictation or som other instruetions, theri is no exeuse for kie 
_ wilting whili you sharptn pencils, fill your pen, or look for your notebook. 

(1,) Arrange the fflatirlal which ic is necessary to keep in your disk drawers with an lye toward 
aeeisslbiilty and convinlent handling, 

f^) Kiip the top of your desk eliar for action, with no acGunulation of unnicissary odds and in 
Mtiriil niided at the tiis in evldenei. This facilitatss eoncentration on ths work In ha 

^ (3) Uif other flits, not your desk for parmanent or iimi-parmanent niaterial. 

I' ^* Keep any unfinished work in a certain place or In some certain order , so that you, or anyoni wh 
V? fill In for you, will know just where each job standi. 

. Bill ippllftfip as Ml 4 to the plieement or segragatlon of any work which lay havi to pile up for your bog 

i Is out of the office, my already havt your own fayorlte proctdure for this, but if not, you nay be 

, hm irataful your bosa 'dil be fc ■ such a simple help. The type of matirial handled may periit many dlff 

: altssifleations, u 'i\e almple practice of breaklni the accuaulation down into three foldtrs with such ai 

. aa soon as pogslhL?,," nnd "at your eonvinianee" may be practical. 



V *PerffllislQn for MCPS to use Val'i lattrial was granted by the U,S, Civil Servlci Comisiion, Washington, D. 
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ORGANIZE YOUR MAimiAlS* 



a gEiit diil to do with ovirall work efflciancy, and is thus dtiirvtn| of eariful 
La m thi disk a§ a pleet of work-proGssslng iquipffiint, and not aa a storage plici for 
U utirlal, will help you organise it for thi graattsc possible tconomy of timi and 

^Sttppllea and equipment In ^ood eondltion and readily available , 

i on you for dictation or some othar initruetlons, there Is no excuse for keeping him 
lhaifp§n ptttcils, fill your pen, or look for your nottbook, 

iterlal whieh it la neeessary to keep In your desk drawers with an eye toward easy 
and convdnlent handling. 

f your desk elear for action, with no aceumulatlon of unnteissary odds and ends and only 
gd it the tint in evidsnee. This facilitates concentration on the work in hand, 

i, not your desk for perfflflnint or simi-permanint niaterial. 

i work in a certain place or in some certain order , so that you, or anyone who nay havi to 
HI know just where taeh job stands, 

i plaeement or segrggatlon of any work which may have to pile up for your boss whilt hi 
ay already have your'o^m favorite procidura for this, but if not, you may be surprised 
Be for such a slfflpli help. The type of naterlal handled nay pirmit many differtnt 
Is practice ef breaking the accumulation down into three folders with such as "rush," 
at your convinltnce" may be practical. 



this mateflal was gfinted by the U,S, Civil Sirvlce Collision , Washington, D.C, 



m FLUS FACTORS 



SOURCES OF mO^TIOP 



It his biis said that the niKt btst thin| to knowin| evarythin| about a given subject Is knowing 
thi inforMtion when you niid Iti 

In Chi flrit plifta, you ihould havi it your flnjittlps all the information to which you need to mali 
refirinei. This may be in the fetm of varioua publications or my be coipilatlons of your own — i 
looig*liaf binders, or files depending on the nature of the necissary latetlal, 

mt Sicratirlis will need only a few of the following publlsations at thsir desks for parional usi 
should bi faalliar with them and know whsri copies an available, whether on somsone else'i desk, 1 
or In a public library! 



1 

-L i 




2. 


Thissurus, book of iynon3nas and antonyma 


3, 


GraaiiMf book 


4. 


Agincy tilgphona dirietory 


5, 


Tiiiphoni books i local and othif j and area codaa 


6. 


SaariCarlal handbook 


7. 


Shot thand Dlctioniry 


8. 


Statutii govaming funetioni of your agancy and any relatid aginelaa 


9. 


World Alianac 


10. 


Hotel Guldi 



1 
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SOURCIS OP INFOE^TION* 



^riiit thmg to knowlni everything about a given subjicc is knowing whats to look for 

fern at your llngirtlps all the Inforaatlon to which you need to make friquent 
pthi fona of varloui publications or nay bi compllatlona of your om - In notebooki, 
glajv^- dtpinding an the nature of tht necsssary material. 

fcy a fiir of the followtog publications at their desks for personal use, ^JJ^^?^""^^^ 
|& ind knew whsre eopies are avallablt, whithsr on someone ilie's desk, in an office library, 

IIS : . ■ • 

mr . - ■ : . 

Mr 



W&i synonyiE^ and antonyms 



ig directory 

i| iocsl and other, and area codes 



Llonary 



ptog fimcclons of your agency and any rilated aiencles 



w 

mi 



^«^hls.i&gtirial.was.„grantti 
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;Ui. Gily Diraetory 
Mt: Zip Coda Dlfaetofy 



% kit Urn Guide 



fflil|li£tf iill each of ygu will Qoi^lli for yourself will vary with the rgqulremencs of your Jobp thi dlyii 
pu£j:l&Cifss£S| sad ths immt of your cin divoti Co Qolleatlng Informatldni Oni useful InformiCioi 
li^our; swa notsbook cgUgatloii i eonsletlng^efi 



" "Ittt I — Vocibulary — wordi whieh you lookid up mori than onet for apsllingj pronuneiatlon, dii 
lianlngi 

:f art n iiglish ISQguage r ules sf grawr and punctuation whlah leat f rsqugnt nsids and abouC % 
uaualiy unsure i Tiy to inaiuda gxaopiag to lllustrati the corfeet usage* 

; : ttft III — Coliidtion of handy hints — averyday hints for secretafial work, whether divlsid by t\ 
- htfsiif Qt by others, 

fart IV — Rifleetioni en secretarial exparlence — ellppiniS from periodicals, copies of pfaetiei 
tlonal extrsctg from books, which appial ai stfengthening or aa adding to efficiency; hi 
cartons .,« notes froto licturgi and eouries of study about business pfocadurg,. perso^l 
wayi of iaipEovlng, 



four SMiual my centiln all of thsse things or few of thtm. Thi objget is to fit it to your om needa &t 



How^to-^do-iti and Hints 



|jtfdiik asiwal iirvlce book, maiory book, or whatevir you wish to call it — will be helpful to you fre 
Kwfstart It I and practically Invaluabli to ai^oni Who has to take evir your job on short notice , It ilg 
^ii^liii of ferfflg , letters , alnutaS i contract reports , or any othir spielal fflattrlal which you niid, and i 
ipfieWOBi for particulariy ditaiiedlobi. If kapt in looie-liftf fonUi such a book is the logleal place 
Kitie lafonatlon the iecrstary needs from day to day, such as; i 




i^U achedulas office plck<-upa, building plck'^ups, post office handling, and air mall closing tl 
as a achiduli of rates and classis of tnall 



119 



234 



M 

^|s)plle for youcself will vary with the raqulrefflents of your Job, chE dlverglty of 
,^|df tivi your Qin devote to colliatlng InforiQatloni One useful Inforoatlon source will 
^leonslsilsg of i 

^^wordi irtilch you looked up more than onet for spelling, pronuneiationi division, or 



gUAgi fuiss of gtiff^t snd punctuitlon which ntst frequint needs and about whlGh you are 



Try C6 Include e^mples to lllus trite thi correct usage ^ 

Si^haody hints ^ iviryday hlnti for secretarial worki whithir devised by the secretary 
^lithtrSi . 

licritaifia^ es^irience — clippings from perlodicilSj coplas of practical or insplra- 
^j^ffom hooks, i^ich ippeal as strengthening or as adding to efficiency ; husor 
l^tH^r from lioturis and courses of study about businiss pracedurei personal appearance i 



"-J" - ■ - - 

flithise things or few of them, Tht ebjict is to fit It to^our own needs and interests , 

How^to^do'^lts and Hints 

Kl^Kry book, or whatever you wish to call it ™ will be helpful to you from the time 
^iyAluable to anyone who has to take over your job on short notice. It night Include 
ttuliii^ eeatract reports i or any other special material which you need, and step-by«step 
ittjUadf jobs;"^^^^^^^ leoie*leaf form, sueh a book Is the logical plact for the bulk 

^Inteids from day to day, such as: 

^tok*upsV building plck-upSi pest office handling, and air Mil closing times " as well 
lid alassis of mil 
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m PLUS FACTORS 

Tilttypii and tili|riphlc isrvlcis and ratis 
Any spiaiil eodis usidi 
PfaDfmdiri' Mrks 

SoiffidiK eode if used In any files to which you my need access ac add tlmas 

Verify code for use in clarifying spelling of names and initials over the telephone of 1 

Offlee Hho'a tflio, listing the names, titles, addresses, and tilephone nusibers of agency offla 
aKiCUtivts of your apncy, togithir with information about thsir prifirineis in any mittsrs w 
to take cafe of froD tine to tiim 

OfganlzatioQ chart 

RepQfts, forms, or charts on which you naid to maki entries pariodlcally 
Salary scales 

Sehedulis for trains, buses, and planes 

Special dielilons on how oatirlal li to be handled, whsthir detifmlnatlons of policy or smU 
capltsliiatlon and punctuation 

Special address book with telephdni nunbere of persons outside the agency with whoo employif 
frequently 
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egraphle aervlbis ind raCis 
^ii£ usid In any f ilss to which you My need aceiss at odd tiises 

ilor Uii la elirlfyini spilllni of namis and Initials over the telaphone or in dletatln| 

pllsting the nfflnis, tltliSj iddreasis, and tilaphone nufflbtri of sgtncy offlelals, and oiin 
f^ igtncyi tegathsr with Inforaatlon about their prefirinciS in any fflatttts which yeu may netd 
^roim time to time 

tot ■ 

er chaEts on which you nead to oaka antriss periodically 



rslas, buses t and planas . 

i on how fflateflal li to be handled, whethst dsternlnatlons of policy or small details like uniforni 
! id ptmatuatlon 

fe^k with tilephoni ntmbers of persons outside the aginey with whom imployir cofflmunlcates 



4- 



120 



h Af PINDIX D 



5 238 

121 




ONI HUNDRED MOST CO^ONLY MISSPELLED WORDS 



1. 

3. 
4. 
S. 
6. 

h 

9. 

10, 

U. 

12, 

13. 

14. 

II, 

16. 

17. 

18. 

19. 

10. 

21. 

22. 

23. 

24, 

25. 

26, 

27. 

28. 

29. 

30. 

31. 

32, 

33. 

34. 



accvuid 

eoUatiifal 

aceeniodace 

dlaelpllQe 

uusinaggable 

aspeelally 

athletics 

aapirati 

xe fir ring 

occasion 

at iz§ 

supgrsada 

dlasatisflgd 

netiaiabli 

allgiblg 

ineredibli 

eoneaaalon 

pregidure 

oecurrgnci 

oMttid 

gdigrraas 

ill right 

prejudiei 

FecanmgQd 

Isoeuiata 

sdiapill 

eoQsenius 

ylild 



tranalint 
dissiillar 
iaarvati 
disappoint 
1 



35, audible 
36 1 oecurrid 

37. auxiliary 

38. bookkespir 

39. accissibla 
40 I llcinii 

41, bansfltsd 

42, besligg 

43, countgrfait 

44, Intircids 

45, ixtinslon 

46, dietlonary 

47, ealindar 

48, tragidy 

49 , supirintindtnt 

50, elti (quotij 

51, pronunciation 

52 , of ttines 

53, lonellng^s 

54, preegde 

55, panphlgt 

56 , rastaurint 

57, quistionnairi 

58, santlnil 

59, harass 

60 , davilep 

61, hypocrisy 

62, Niagara 

63, ixorbitant 

64, ninth — nlngty 

65, whose (poiseiilvi pronoun) 

66, sitt (location) 

67, across 



68. 
69. 

70, 

71. 

72, 

73. 

74. 

75. 

76. 

77, 

78. 

79. 

80. 

81. 

82. 

83. 

84. 

85. 

86. 

87. 

88. 

89. 

90. 

91. 

92. 

93. 



acplttid 

disappegr 

Irrislstlble 

sirvlctablg 

liglCiiati 

illeglbli 

mieagi 

pinltintiary 

oMsiloa 

ippifal 

typini 

alio tt id 

iqulppid 

ijdiilarate 

gramar 

hiigit 

saint inane i 

nomintous 

optlQistle 

pirsonnil 

persuide 

profeislon 

rapstition 

strictly 

walfari 

sariiant 



94, laboratory 

95, alligi 

96, Cincinnati 

97, lanagensnt 

98, lucllagi 

99, iiclsttncg 

100, prlnclpil (ttoniy' 



OHE HyNDRED MOST COMMONLY MISSPELLED WORDS 



35. 


audibli 


68, 


acquitted 


36, 




69. 


disappear 


37. 


ai^liary 


70. 


irresistible 


38. 


bookkiepsr_ 


71. 


gervlceabls 


39, 


aceisilbls 


72. 


legltlnate 


40. 


license 


73. 


Illegible 


41. 




74. 


niliaga 


42. 


bisiegi ' 


75. 


penitentiary 


43. 


GQUBCilffiit 


76. 


onission 


44. 


interside 


77. 


apparel 


45, 


extension 


78. 


typing 


46. 


dletlonary 


79. 


allotted 


47, 


calendar 


80. 


equlppad 


48, 


cragedy 


81. 


exhilarate 


49. 


superlntendint 


82. 


graMQar 


SO. 


clti (quoti) 


83, 


hai^t 


51, 


proaimeiatlon 


84. 


mainCanuica 


52, 


efttiffiee 


85. 


momentous 


S3, 


lonallnaas 


86. 


opClnlstic 


54, 


preeede 


87. 


paraonnal 


55, 


paophlaC 


88. 


persuade 


56, 


ristaunnc 


89. 


pfofesiion 


57. 


qugstl0nnalre 


90. 


repetition 


58. 


santlnal 


91. 


strictly 


59. 


harass 


92, 


welfare 


60. 


davelop 


93, 


sergeant 


61. 


hypQCrlsy 


94. 


laboratory 


62. 


Nlagira 


95. 


allege 


63. 


aKorbttffit 


96. 


Cincinnati 


64. 


ninth — ninety 


97. 


managenent 


65. 


whose (possessive pronoun) 


98. 


fflucllage 


66. 


ilte (location) 


99. 


exigtence 


67. 


across 


100. 


principal (money) 
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